PART |. GENERAL RULES

[ 1] OTS-5694.4



AMENDATORY SECTI ON (Amendi ng Docket No. UT-990146, Ceneral Order No. R 480,
filed 7/11/01, effective 8/ 11/01)

WAC 480-120-011 Application of rules. (1) The rules in this chapter
apply to any conpany that is subject to the jurisdiction of the conm ssion as
to rates and services under ((ROW-80-04.010)) the provisions of RCW 80.01. 040
and chapters 80.04 and 80. 36 RCW

(2) The ((effestiwve)) tariffs ((prowisions)) and price lists filed by
conpan|es ((shaLL)) nust conforn1 to these rules. ((Fhe—commission-s

ua##ep—oi—4hese—4uLes)) | f the comi ssi on accepts a tariff or price Iist

that conflicts with these rules, the acceptance does not constitute a waiver

of these rules unless the commission specifically approves the variation

consistent with WAC 480-120-015 (Exenptions from rules in chapter 480-120

WAC). Tariffs or price lists that conflict with these rules w thout approva

are superseded by these rules ((unless—the commission—authorizesthe
Hati-on— HH-Rg) )

(3) Any affected person may ask the conmission to review the
interpretation of these rules by a conpany or custonmer by posing an informal
conpl aint under WAC 480-09-150((+)) (Informal conplaints), or by filing a
formal conplaint under WAC 480-09-420((+)) (Pleading and briefs--Application
for authority--Protests).

(4) No deviation from these rules is permtted wthout witten
authorization by the conm ssion. Violations will be subject to ((penalty

provisionsof chapter 8004 RCOA ) penalties as provided by | aw

AMENDATORY SECTI ON (Amendi ng Docket No. UT-990146, GCeneral Order No. R 480,
filed 7/11/01, effective 8/11/01)

WAC 480-120-015 Exenptions fromrules in chapter 480-120 WAC. (1) The
commi ssion may grant an exenption from the provisions of any rule in this
chapter, if consistent with the public interest, the purposes underlying
regul ation, and applicable statutes.

(2) To request a rule exenption, a person nust file with the comm ssion
a witten request identifying the rule for which an exenption is sought,
((gng)) and provide a full explanation of the reason for requesting the

exenption. In addition to any other reason, parties nmay allege force mmjeure
was the factor |leading to the request for waiver.

(3) The commission will assign the request a docket nunmber, if it does
not arise in an existing docket, and wll schedule the request for
consideration at one of its regularly scheduled open neetings or, if

appropriate under chapter 34.05 RCW in an adjudication. The conm ssion wll
notify the person requesting the exenption, and other interested persons, of
the date of the hearing or open neeting when the conmi ssion will consider the
request.

(4) In determning whether to grant the request, the comr ssion may
consi der whether application of the rule would inpose undue hardship on the
requesting person, of a degree or a kind different from hardships inposed on
other simlarly situated persons, and whether the effect of applying the rule
woul d be contrary to the purposes of the rule.

(5) The commission will enter an order granting or denying the request,
or setting it for hearing, pursuant to chapter 480-09 WAC
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NEW SECTI ON

WAC 480-120-017 Severability. If any provision of this chapter or its
application to any person or circunstance is held invalid, the remrainder of
the chapter or the application of +the provision to other persons or
ci rcunstances is not affected.

NEW SECTI ON

WAC 480-120-019 Tel econmmuni cati ons per f or mance requi renents- -
Enf or cenent . The conmission may enforce the perfornmance requirenents set
forth in this <chapter by inposing adninistrative penalties under RCW
80. 04. 405, 80. 04. 380, or other appropriate penalty statutes. These
performance requirements are not intended to establish civil duties owed to
any individual or class for any other purpose.

AMENDATORY  SECTI ON (Amending Order R-452, Docket  No. UT-970301, filed

12/ 29/ 98, effective 1/29/99)










jurisdiction—of the commssion-)) The definitions in this section apply
t hroughout the chapter except where there is an alternative definition in a
specific section, or where the context clearly requires otherw se.

"Access charge" neans a rate charged by a | ocal exchange carrier to an
i nterexchange carrier for the origination, transport, or termnation of a
call to or froma custoner of the |ocal exchange carrier. Such origi nati on,
transport, and termination may be acconplished either through swi tched access
service or through special or dedicated access service.

"Access line" neans a circuit providing exchange service between a
customer's standard network interface and a serving switching center

"Affiliate" neans an entity that directly or indirectly owns or
controls, is owned or controlled by, or is under commpn ownership or control
with, another entity.

"Ancillary services" neans all local service features excluding basic
servi ce.

"Applicant" neans any person applying to a teleconmuni cati ons conpany
for new service or reconnection of discontinued service.

"Average busy hour" neans a tinme-consistent hour of the day during
which a switch or trunk carries the nost traffic. This definition is applied
on an individual switch and an individual trunk basis.

"Basi c service" neans service that includes the foll ow ng:

? Single-party service;

Voi ce grade access to the public switched network;
Support for |ocal use;

Dual tone multifrequency signaling (touch-tone);
Access to energency services (E911);

Access to operator services;

Access to interexchange services;

Access to directory assistance; and

Toll limtation services.
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"Busi ness" means a for profit or not-for-profit or gani zati on,
i ncl udi ng, but not limted to, cor porations, part ner shi ps, sol e
proprietorships, limted liability conpanies, government agencies, and other
entities or associations.

"Busi ness days" neans days of the week excluding Saturdays, Sundays,
and official state holidays.

"Business office" neans an office or service center provided and
mai nt ai ned by a conpany.

"Busi ness service" nmeans service other than residential service.

"Busy season" neans an annual, recurring, and reasonably predictable
three-nonth period of the year when a switch or trunk carries the npst

traffic. This definition is applied on an individual switch and an
i ndividual trunk basis.

"Call aggregator"™ neans any corporation, conpany, partnership, or
person, who, in the ordinary course of its operations, nmakes telephones
available to the public or to users of its prem ses for tel ephone calls using
a provider of operator services, including, but not l|linmted to, hotels,

notels, hospitals, canpuses, and pay phones (see also pay phone service
provi ders).

"Call detail" has the neaning found in WAC 480-120-201

"Category of service" neans local, data services such as digita
subscriber |ine service, interexchange, or CNMRS. Informati on about a
customer's intralLATA and interLATA primary interexchange carrier freeze
status is part of the |ocal category.

"Central office" nmeans a conpany facility that houses the sw tching and
trunki ng equi pnment serving a defined area.

"Centrex" neans a tel ecommunications service providing a custoner with
direct inward dialing to tel ephone extensions and direct outward dialing from
t hem

"Class A conpany" neans a |local exchange conpany with two percent or
nore of the access lines within the state of Washi ngton

"Class B conpany" neans a |ocal exchange company with |less than two
percent of the access lines within the state of Washi ngton

"Commercial nobile radio service (CMRS)" neans any nobile (wireless)
tel ecommuni cations service that is provided for profit t hat makes
i nterconnected service available to the public or to such classes of eligible
users as to be effectively available to a substantial portion of the public.

"Conmi ssion (agency)" in a context neaning a state agency, neans the
Washi ngton utilities and transportati on comr ssion.

"Conpany" neans any telecomunications conpany as defined in RCW
80. 04. 010.

"Conpetitively classified conpany” nmeans a conpany that is classified
as conpetitive by the conm ssion pursuant to RCW 80. 36. 320.

"Custoner" neans a person to whom the conpany is currently providing
servi ce.

"Custonmer premises equiprment (CPE)" is equipnent |ocated on the
custonmer side of the SNI (other than a carrier) and used to originate, route,
or terminate tel ecommunications.

"Custoner proprietary network information (CPNI)" has the neaning found
in WAC 480- 120- 201

"Di scontinue; discontinuation; discontinued" neans the term nation of
service to a custoner.

"Drop facilities" neans conpany-supplied wire and equipnent placed
between a premises and the conpany distribution plant at the applicant's
property |ine.

"Due date" nmeans the date an action is required to be conpleted by rule
or, when permtted, the date chosen by a conpany and provided to a custoner
as the date to conplete an action

"Energency response facility" neans fire stations, hospitals, police
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stations, and state and nuni ci pal government emergency operations centers.
"Exchange" nmeans a geographic area established by a conpany for
t el ecommuni cations service within that area
"Ext ended area service (EAS)" neans tel ephone service extending beyond
a custoner's exchange, for which the custoner may pay an additional flat-rate
anount per nonth.

"Facility or facilities" means lines, conduits, ducts, poles, wres,
cabl es, Cross-arns, receivers, transmitters, i nstrunents, machi nes,
appliances, instrunentalities and all devices, real estate, easenents,

apparatus, property and routes used, operated, owned or controlled by a
t el ecomruni cati ons conpany to facilitate the provision of tel ecommunications
servi ce.

"Force nmjeure" neans natural di sasters, including fire, flood
eart hquake, w ndstorm aval anche, nudslide, and other sinmilar events; acts of
war or civil wunrest when an enmergency has been declared by appropriate
governnental officials; acts of <civil or mnmlitary authority; enbargoes;
epidemics; terrorist acts; riots; insurrections; explosions; and nuclear
acci dents.

"I nterexchange" neans telephone calls, traffic, facilities or other
items that originate in one exchange and terninate in another

"I nterexchange conpany" neans a conpany, or division thereof, that
provi des | ong distance (toll) service.

"Interoffice facilities" neans facilities connecting two or nore
t el ephone switching centers.

"Inter LATA" is a term used to describe services, revenues, functions,
etc., that relate to telecomunications originating in one LATA and
term nating outside of the originating LATA

"IntraLATA" is a term used to describe services, revenues, functions,
etc., that relate to telecommunications that originate and termnate within
t he sane LATA.

"Local access and transport area (LATA)" nmeans a | ocal access transport
area as defined by the conmission in conformance with applicable federal |aw

"Local calling area" nmeans one or nore rate centers within which a
custoner can place calls without incurring | ong-distance (toll) charges.

"Local exchange conpany (LEC)" means a conpany providing |ocal exchange
t el econmmuni cati ons service

"Maj or outages" nmeans a service failure lasting for thirty or nore
m nutes that causes the disruption of |ocal exchange or toll services to nore
than one thousand subscribers; total loss of service to a public safety
answering point or enmergency response agency; interconpany trunks or toll
trunks not neeting service requirenents for four hours or nore and affecting
service; or an internodal |ink blockage (no dial tone) in excess of five
percent for nore than one hour in any switch or renpte swtch

"M ssed commitnent" means orders for exchange access lines for which
t he conpany does not provide service by the due date.

"Order date" nmeans the date when an applicant requests service unless a
conpany identifies specific actions a custoner nust first take in order to be
in conpliance with tariffs, price lists, or conmission rules. Except as
provided in WAC 480-120-061 and 480-120-104, when specific actions are
required of the applicant, the order date becones the date the actions are
conpleted by the applicant if the conpany has not already installed or
activated service.

When an applicant requests service that requires custoner-ordered
special equipnment, for purposes of calculating conpliance with the one
hundred eighty-day requirement of WAC 480-120-112 (Conpany performance for
orders for nonbasic service) the order date is the application date unless
the applicant fails to provide the support structure or perform other
requirements of the tariff or price list. In the event the applicant fails
to provide the support structure or perform the other requirenents of the
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tariff or price list, a new order date is established as the date when the
appl i cant does provide the support structure or perform the other
requirements of the tariff or price |ist.

"Pay phone" or "pay tel ephone” neans any telephone nmade available to
the public on a fee-per-call basis independent of any other commercia
transaction. A pay phone or pay tel ephone includes tel ephones that are coin-
operated or are activated by calling collect or using a calling card.

"Pay phone services" nmeans provision of pay phone equipnent to the
public for placenment of |ocal exchange, interexchange, or operator service
calls.

"Pay phone service provider (PSP)" neans any corporation, conpany,
partnershi p, or person who owns or operates and nakes pay phones available to
the public.

"Paynment agency"” neans a physical |location established by a |oca
exchange conpany, either on its own prenises or through a subcontractor, for
t he purpose of receiving cash and urgent payments from custoners.

"Person" means an individual, or an organization such as a firm
partnershi p, corporation, nunicipal corporation, agency, association or other
entity.

"Prior obligation" nmeans an ampunt owed to a | ocal exchange conpany or
an interexchange conpany for regulated services at the time the conpany

physically toll-restricts, interrupts, or di sconti nues service for
nonpaynent.
"Private account information” neans custoner proprietary network

information that is associated with an identifiable individual

"Proprietary" means owned by a particul ar person.

"Provision" nmeans supplying tel econmruni cati ons service to a custoner.

"Public access line (PAL)" nmeans an access |ine equipped with features
to detect coins, pernmt the use of calling cards, and such other features as
may be used to provision a pay phone.

"Public safety answering point (PSAP)" means an answering |ocation for
enhanced 911 (E911) calls originating in a given area. PSAPs are designated
as primary or secondary. Primary PSAPs receive E911 calls directly from the
public; secondary PSAPs receive E911 calls only on a transfer or relay basis
from the primry PSAP. Secondary PSAPs generally serve as centralized
answering locations for a particular type of energency call

"Resi dential service" nmeans basic service to a househol d.

"Restricted basic service" nmeans either the ability to receive inconing
calls, nmke outgoing calls, or both through voice grade access to the public
switched network, including E911 access, but not including other services
that are a part of basic service.

"Results of operations” neans a fiscal vyear financial statenent
concerning regulated operations that include revenues, expenses, taxes, net
operating incone, and rate base. The rate of return is also included as part
of the results of operations. The rate of return is the percentage of net
operating incone to the rate base.

"Service interruption" nmeans a |oss of or inpairment of service that is
not due to, and is not, a nmjor outage.

"Service provider" neans any business that offers a product or service
to a custoner, the charge for which appears on the custoner's tel ephone bill.

"Special circuit” nmeans an access line specially conditioned to give it
characteristics suitable for handling special or unique services.

"Standard network interface (SNI)" neans the protector that generally
mar ks the point of interconnection between conpany conmunications facilities
and customer's ternmnal equipnent, protective apparatus, or wring at a
custoner's premni ses. The network interface or denarcation point is |ocated
on the custoner's side of the conpany's protector, or the equival ent thereof
in cases where a protector is not enployed.

"Station" nmeans a telephone instrunment installed for the use of a
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subscriber to provide toll and exchange service.
"Subscriber list information (SLI)" neans any information:
(a) ldentifying the listed nanes of subscribers of a conpany and those

subscri bers' t el ephone nunbers, addr esses, or primary advertising
classifications (as such classifications are assigned when service is
established), or any conbination of |isted nanes, nunbers, addresses, or

classifications; and

(b) That the conpany or an affiliate has published, caused to be
publ i shed, or accepted for publication in any directory format.

"Support structure" nmeans the trench, pole, or conduit used to provide
a path for placenent of drop facilities.

"Tel econmruni cati ons-rel ated products and servi ces" neans:

(a) The offering of telecommunications for a fee directly to the
public, or to such classes of users to be effectively available directly to
the public, regardless of the facilities used; or

(b) Services offered over common carrier transnmi ssion facilities which
enpl oy conputer processing applications that act on the format, content,
code, pr ot ocol , or simlar aspects of the subscriber's transmtted
i nformati on, provide the subscriber additional, different, or restructured
i nformati on, or involve subscriber interaction with stored information; or

(c) Equi prent enpl oyed on the premises of a person to originate, route,
or terminate tel ecommunications.

"Tel ecommuni cations service" neans the offering of teleconmunications
for a fee directly to the public, or to such classes of wusers to be
effectively available directly to the public, regardless of the facilities
used.

"Tel emarketing" means contacting a person by telephone in an attenpt to
sell one or nore products or services.

"Toll restriction" or "toll restricted" neans a service that prevents
the use of a local access line to initiate a long distance call using a
presubscri bed i nterexchange conpany.

"Traffic" nmeans telecomunications activity on a teleconmunications
network, normally used in connection with neasurenents of capacity of various
parts of the network

"Trouble report" nmeans a report of service affecting network problens
reported by custoners, and does not include problenms on the custoner's side
of the SNI.

"Trunk" nmeans, in a teleconmunications network, a path connecting two
switching systems used to establish end-to-end connection. In sonme
circunmstances, both of its term nations may be in the sane switching system

AMENDATORY  SECTION (Amending Order R-422, Docket No. UT-940049, filed

9/ 22/ 94, effective 10/23/94)




sale—or resale to the general public—)) (1) A conpany may refuse to connect
with, or provide service to, an applicant under the followi ng conditions:
(a) Wien service wll adversely affect the service to existing

cust oners.
(b) When the installation is considered hazardous.

(c) VWhen the applicant has not conplied with commi ssion rules, conpany
tariff or price list, and state, county, or nunicipal codes concerning the
provision of telecomunications service such as building and electrica
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codes.

(d) When the conpany is unable to substantiate the identity of the
i ndi vi dual requesting service.

(i) Conpanies nust allow the applicant to substantiate identity with
one piece of identification chosen froma list, provided by the conpany, of
at least four sources of identification. The list nust include a current
driver's license or other picture identification

(ii) Conpany business offices and paynent agencies, required under WAC
480-120- 132 and 480-120-162, nust provide a neans for applicants to provide
i dentification at no charge to the applicant.

(e) When the applicant has previously received service from the conpany
by providing false information, including false statenments of «credit
references or enploynent, false statenent of prenm ses address, or use of an
alias or false name with intent to deceive, until the applicant corrects the
false information to the satisfaction of the conpany.

(f) When the applicant owes an overdue, unpaid prior obligation to the
conpany for the sane class of service, until the obligation is paid or
sati sfactory arrangenents are nmde.

(g) Wien the applicant requests service at an address where a forner
custoner is known to reside with an overdue, unpaid prior obligation to the
same conpany for the sane class of service at that address and the conpany
deternines, based on objective evidence, that the applicant has cooperated
with the prior customer with the intent to avoid paynent. However, a conpany
may not deny service if a former customer with an overdue, unpaid prior
obl i gati on has permanently vacated the address.

(h) When all necessary rights of way, easenents, and permts have not
been secured. The conpany is responsible for securing all necessary public
rights of way, easenents, and pernits, including rights of way on every
hi ghway as defined in RCW 36.75.010(11) or created under RCW 36.75.070 or
36.75.080. The applicant is responsible for securing all necessary rights of
way or easenments on private property, including private roads or driveways as
defined in RCW 36.75.010(10). A private road or driveway is one that has
been ascertai ned by the conpany not to be public.

(2) A conpany may not withhold or refuse to release a tel ephone nunber
to a custoner who is transferring service to another teleconmunications
conpany within the sanme rate center where |ocal nunber portability has been
i mpl emrent ed.

(3) A telecomunications conpany nust deny service to a nonregistered
t el ecomruni cati ons conpany that intends to use the service requested to
provide tel ecommunications for hire, sale, or resale to the general public
within the state of Washington. Any tel ecommunications conpany requesting
service from anot her tel ecomuni cations conpany nust state in witing whether
the service is intended to be used for intrastate tel ecomunications for
hire, sale, or resale to the general public. If the service is intended for
hire, sale, or resale on an intrastate basis, the conpany nust certify in
writing, in the same manner as required by RCW9A 72.085, that it is properly
regi stered with the comi ssion to provide the service.

PART |1. ESTABLI SH NG SERVI CE AND CREDI T
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NEW SECTI ON

WAC 480-120-102 Service offered. (1) Classes of service. The classes

of service are business and residential. Each | ocal exchange conpany (LEC)
must file with the commssion, as part of its tariff or price list, a
description of the classes and types of service aailable to custoners in
each cl ass. LECs nust record for each access line whether |ocal exchange
service is residential or business class.

(2) Types of service. LECs nust offer, at a mnimum flat-rate |ocal
exchange service. In addition, conpanies may offer service alternatives,

such as neasured service.
(3) Grade of service. Local exchange service offered by conpani es must
be only one-party service.

NEW SECTI ON

WAC 480-120-103 Application for service. (1) When contacted by an
applicant, or when a conpany contacts a person, a conpany nust:

(a) Accept and process applications when an applicant for service for a
particular location has met all tariff or price list requirements and
appl i cabl e conmm ssion rul es;

(b) Establish the due date as the date requested by the applicant but
is not required to establish a due date that is fewer than seven business
days after the order date. If the company establishes a due date other than
the date requested by the applicant, it nust inform the applicant of the
specific date when service will be provided or state that an estimated due
date will be provided within seven business days as required by subsection
(2) of this section; and

(c) Maintain a record in witing, or in electronic format, of each
application for service, including requests for a change of service.

(2) If the conmpany does not provide the applicant with a due date for
installation or activation at the time of application as required in
subsection (1)(b) of this section, the company nust state the reason for the
del ay. Wthin seven business days of the date of the application, the
conpany nust provide the applicant wth an estimated due date for
installation or activation. The standards inposed by WAC 480-120-105 and
480-120-112 are not altered by this subsection.

(3) Wien the conpany informs the custoner that installation of new
service orders requires on-prem ses access by the conmpany, the conpany nust
of fer the customer an opportunity for an installation appointment that falls
wi thin a four-hour period.

(4) When the application for service requires a service extension as
defined in WAC 480-120-071, the requirenment of subsection (1)(b) of this
section does not apply and, for the purpose of determ ning when an extension
nmust be conpleted, the order date is the application date or six weeks prior
to the date the custoner mmkes the required initial paynent, whichever is
| ater.

VWen a service extension is required, the conpany nust inform the
custoner within six weeks of a request for service that it will construct the
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extension and also request payment from the customer according to WAC 480-
120-071, or informthe custonmer in witing that it will request an exenption
from the comn ssion pursuant to WAC 480-120-071(7).

In the event a conpany inforns the customer it wll request an
exenption, the conpany nust submit the request to the commi ssion within four
weeks of informng the custonmer of its decision. A copy of the exenption
request nust be nmiled to the custoner not later than the date the request is
filed.

NEW SECTI ON

WAC 480-120-104 Information to consuners. (1) Except for services
provi ded under contract pursuant to WAC 480-80-241 (Filing contracts for
services classified as conpetitive), each conmpany mnust provide an applicant
for initial service with a confirmng notice or welcome letter, either in
witing or with permission of the custoner, electronically. The confirm ng
notice or welcone letter nust be provided to the applicant or customer no
later than fifteen days after installation of service and nust provide, at a
m ni mum

(a) Contact information for the appropriate business office, including
a toll-free tel ephone nunber, a TTY nunber, nmiling address, repair nunber,
el ectronic address if applicable, and business office hours, that the
custoner can contact if they have questions;

(b) Confirmation of the services being provided to the custoner by the
conpany, and the rate for each service. If the service is provided under a
banded rate schedule, the current rate, including the mnimm and maxi num at
which the custoner's rate may be shifted; and

(c) If the application is for |ocal exchange service, the LEC nust
either provide information required in WAC 480-120-251 (6)(a) through (f) or
must inform the custoner that additional information pertaining to |oca
exchange service may be found in the consumer information guide of the |ocal
t el ephone directory as required in WAC 480-120- 251

(2) Except for services provided under contract pursuant to WAC 480- 80-
241 (Filing contracts for services classified as conpetitive), each company
nmust provide each customer a confirming notice, either in witing or, wth
perm ssion of the custoner, electronically, within fifteen days of initiating
a material change in service which results in the addition of a service, a
change from one rate schedule to another, or a change in terns or conditions
of an existing service. The confirming notice nmust provide at a mninum the
following information in clear and conspi cuous | anguage:

(a) Contact information for the appropriate business office, including
a toll-free telephone nunber, a TTY nunber, and business office hours, that
custoners can contact if they have questions; and

(b) The changes in the service(s), including, if applicable, the rate
for each service

(3) When a LEC is acting as an executing carrier under WAC 480-120- 147,
it must meke the followi ng i nformati on avail abl e upon request:

(a) The name of the intraLATA and interLATA interexchange conpany to
whi ch the custoner's account is currently subscribed; and

(b) A mnimm of six months' account history, when available, including
t he date of the changes and the nane of the interexchange conpany.

(4) When an applicant or customer contacts the LEC to sel ect or change
an interexchange conpany, the LEC nust notify the carrier of the custoner's
selection or recomend that the custoner contact the chosen interexchange
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conpany to confirm that an account has been or is being established by the
i nt erexchange carrier for the applicant.

NEW SECTI ON

WAC 480-120-105 Conpany performance standards for installation or
activation of access lines. (1) Except as provided in subsection (2) of this
section, when an application is nmade consistent wth WAC 480-120-103
(Application for service), the following standards for installation or
activation of service apply:

(a) The local exchange conpany (LEC) nust conplete, wthin five
busi ness days after the order date, or by a later date requested by a
custoner, ninety percent of all orders of up to the initial five access lines
recei ved during each nonth;

(b) The LEC nust conplete ninety-nine percent of all orders of up to
the initial five access lines received during each calendar quarter wthin
ninety days after the order date, or by a later date requested by a custoner;
and

(c) The LEC nmust conplete one hundred percent of all orders for access
lines within one hundred eighty days after the order date, or by a later date
requested by a custoner.

(2) For purposes of determning the anmount of penalties that shall
apply if a LEC fails to conplete the percent of orders required by subsection
(1)(a), (b), and (c) of this section, each order that the LEC fails to
conplete in excess of the highest nunber of unconpleted orders that would not
have triggered a violation shall be a separate violation. For exanple, using
the ninety-nine percent conpletion rate under subsection (1)(b) of this
section, if the LEC received one hundred orders in a quarter, and it
conpleted only ninety-four of those orders, it would be deemed to have
cormitted five separate violations, because it conpleted five less than
required by the section. Vi ol ati ons of subsection (1)(a), (b), and (c) of
this section will be determined separately, and each order is subject to all
three parts.

(3) The tinelines set forth in subsection (1)(a) of this section do not
apply when force majeure prevents the installation or activation of service;
and the tinelines set forth in subsection (1) of this section do not apply
when custoner-provided special equi pnment is necessary; when a later
installation or activation is pernmtted under WAC 480-120-071; or when the
conmmi ssion has granted an exenption from the requirenment for installation or
activation of a particular order under WAC 480-120-015. These orders will be
excluded from both the numerator and denominator in calculating the
percent age of orders conpl et ed.

(4) Unless the conmm ssion orders otherw se, subsection (1)(a) and (b)
do not apply to LECs that are conpetitively classified under RCW 80.36.320
and do not offer |ocal exchange service by tariff.
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NEW SECTI ON

WAC 480-120-112 Conpany performance for orders for nonbasic services.
(1) Except as provided in subsection (2) of this section, the |ocal exchange
conmpany (LEC) must conplete orders for all nonbasic services wthin one
hundred eighty days of the order date or by a later date requested by a
cust omer.

(2) The timeline set forth in subsection (1) of this section does not
apply when a later installation or activation is permtted under WAC 480-120-
071 (Extending service), or when the conm ssion has granted an exenption from
the requirenent for installation or activation of a particular order under
WAC 480- 120- 015.

NEW SECTI ON
WAC 480-120-122 Establishing credit--Residential services. (1) This
section applies only to the provision of residential services. A loca

exchange conpany (LEC) may require an applicant or custonmer of residentia

basic service to pay a local service deposit only in accordance with (a)
through (e) of this subsection. For a LEC that offers basic service as part
of any bundl ed package of services, the requirements of this subsection apply
only to its lowest-priced, flat-rated residential basic service offering.

(a) If the applicant or customer has received two or nore delinquency
notices for basic service during the last twelve nmonth period with that
conpany or anot her conpany;

(b) If the applicant or custoner has had basic service discontinued by
any tel ecomuni cati ons conpany;

(c) If the applicant or customer has an unpaid, overdue basic service
bal ance owi ng to any tel ecommuni cati ons conpany;

(d)y If the applicant's or custoner's service is being restored
following a discontinuation for nonpaynment or acquiring service through
deceptive nmeans under WAC 480-120-172; or

(e) If the applicant or customer has been disconnected for taking
servi ce under deceptive neans as described in WAC 480-120-172.

(2) A LEC may, if provided for in its tariff or price list, require an
applicant or customer of ancillary services to denobnstrate satisfactory
credit by reasonable nmeans or pay a deposit consistent with subsections (4)
and (5) of this section.

The company nust inform applicants that |ocal service cannot be
wi t hhel d pendi ng paynment of a deposit for ancillary services.

(3) An interexchange conpany may, if provided for in its tariff or
price list, require an applicant or custoner of interexchange services to
denonstrate satisfactory <credit by reasonable neans or pay a deposit
consi stent with subsections (4) and (5) of this section.

The conmpany nust inform applicants that |local service cannot be
wi t hhel d pendi ng paynent of a deposit for interexchange services.

(4) VWhen a conpany requests a deposit from an applicant or custoner,
the anmpunt of the deposit may not exceed two nonths' customary use for an
applicant or custoner with previous verifiable service of the same class, or
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two nmonths' estimated use for an applicant or custoner wthout previous
verifiable service. Customary use is calculated using charges for the
previ ous three nonths' service.

(5) When an applicant or custoner is required to pay a basic service
deposit or an interexchange deposit, but is unable to pay the entire anount
in advance of connection or continuation of service, the following wll
apply:

(a) The custonmer may pay fifty percent of the requested deposit anpunt
before installation or continuation of service, with the renmaining anpunt
payabl e i n equal amunts over the followi ng two nonths; or

(b) Where technology permts, the applicant or custoner nust be all owed
the option of accepting toll-restricted basic service in lieu of paynent of
t he deposit. A conpany nust not charge for toll restriction when it is used
as an alternative to a deposit.

A conpany nust renove toll restriction unless the custoner requests to
retain it when a custoner nmakes full paynent of the requested interexchange
carrier deposit or pays fifty percent of the requested deposit and enters
into paynment arrangenents as provided for in (a) of this subsection

(6) A conpany may require an applicant or custoner to pay a deposit
equal to two nonths' charges for ancillary service before providing or
continuing ancillary services.

(7) A conmpany mmy require an applicant or customer to pay a deposit if
it finds that service was provided initially wthout a deposit based on
i ncorrect information and the customer otherwi se would have been required to
pay a deposit.

(a) When a conpany requests a new deposit or a |arger deposit anmount
after service has been established, the conmpany nust provide a witten notice
to the custoner listing the reason(s) for the request, the date the deposit
must be paid, and the actions the conpany may take if the deposit is not
pai d.

(b) Except for circunstances described in subsection (8) of this
section, the deposit or additional deposit anmount may not be due and payable
before 5:00 p.m of the sixth business day after notice of the deposit
requirenent is mailed or 5:00 p.m of the second business day follow ng
delivery, if the notice is delivered in person to the custoner.

(8)(a) A conpany authorized by the conmission to collect deposits or
advanced paynments may require a custonmer to pay unbilled toll charges or pay
a new or additional deposit amunt when the custoner's toll charges exceed
thirty dollars, or exceed custonmary use over the previous six nmonths by
twenty dollars or by twenty percent, whichever is greater. A conpany may
toll-restrict a custoner's services if the custoner is unable pay the toll or
deposit anount.

(b) When a custonmer has exceeded the toll |evels outlined above in this
subsection, the conpany may require paynent before the close of the next
business day following delivery of either witten or oral notice to the
custoner indicating that failure to pay one of the following may result in
toll restriction of the customer's service. The conpany nust give the
custoner the option to pay one of the follow ng:

(i) Al outstanding toll charges specified in the notice; or

(ii) Al toll charges accrued to the time of payment providing the
custonmer was notified the customer would be liable for all wunbilled toll
charges that accrued between the tinme of the notice and tine of the paynent;
or

(iii) Paynment of a new or additional deposit in |ight of the custoner's
actual use based upon two nonths' customary use.

(c) When an applicant does not have a customary utilization anpunt from
a previous service, the conpany may request that the applicant estimte the
greatest nonthly toll amount the applicant expects to use. If the conpany
asks for an estimate, it nust explain that if the custoner's toll charges
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exceed the ampunts in (a) of this subsection, the conpany may toll restrict
or require a deposit as permitted in this subsection.

NEW SECTI ON

WAC 480-120- 123 Establishing credit--Business services. (1) As set
forth in this section, a conmpany may require a business applicant or custoner
to denpnstrate satisfactory credit by reasonable neans appropriate under the
ci rcumnst ances.

(2) Anmpunt of deposit. Wen a conpany requests a deposit from an
applicant or custoner, the ampunt of the deposit nay not exceed two nonths'
customary use for an applicant or customer with previous verifiable service
of the sane class, or two nonths' estimted use for an applicant or customer

wi t hout previous verifiable service. Customary wuse is calculated using
charges for the previous three nonths' service.
(3) Deposit paynent. Conpani es may w thhold regulated services unti

the deposit anmpunt associated with such services is paid in full

(4) Deposit requirenment notice.

(a) When a conpany requests a new deposit or a larger deposit ampunt
after service has been established, the conpany nust provide a witten notice
of the reasons for the request in witing to the custoner, state the date the
deposit must be paid, and the actions the conmpany may take if the deposit is
not pai d.

(b) Except for circunmstances described in subsection (5) of this
section, the deposit or additional deposit ampbunt may not be due and payabl e
before 5:00 p.m of the sixth business day after notice of the deposit
requirenent is mailed or 5:00 p.m of the second business day follow ng
delivery if the notice is delivered in person to the custoner.

(5) Deposit request for high toll

(a) A conpany authorized by the commission to collect deposits or
advanced paynments may require a customer to pay a new or additional deposit
amount to advanced toll charges when the custoner's toll charges exceed the
anount currently held as an interexchange deposit, or exceed customary use
over the previous six nonths by twenty dollars or by twenty percent,

whi chever is greater. A conpany may toll restrict a custoner's services if
the custonmer is unable pay the toll or deposit anount.
(b) When a customer has exceeded the toll levels outlined in (a) of

this subsection, the conpany may require paynment before the close of the next
business day following delivery of either witten or oral notice to the
custoner indicating that failure to pay one of the following may result in
toll restriction of the custoner's service. The custonmer nust be given the
option to pay one of the follow ng:

(i) Al outstanding toll charges specified in the notice;

(ii) Al toll charges accrued to the time of paynent providing the
customer was notified the custoner would be liable for all wunbilled toll
charges that accrued between the tinme of the notice and tine of the paynent;
or

(iii) Payment of a new or additional deposit in Iight of the customer's
actual use based upon two nonths' customary use.
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NEW SECTI ON

WAC 480-120- 124 GCuarantee in lieu of deposit. VWen a residential
applicant or custoner cannot establish credit or cannot pay a deposit or
deposit extended paynments, the applicant or custoner may furnish a guarantor
who will secure paynment of bills for service requested in a specified anmunt
not to exceed the ampunt of required deposit. The conmpany may require that
t he guarantor:

(1) Reside in the state of Washington;

(2) Currently have service with the conpany requesting the deposit; and

(3) Have an established satisfactory paynment history for each class of
servi ce bei ng guarant eed.

NEW SECTI ON

WAC 480-120-128 Deposit adm nistration. (1) Transfer of deposit. A
conpany nust transfer a custoner's deposit, |ess any outstanding bal ance,
from the account at one service address to another service address, when a
custoner noves to a new address, is required to pay a deposit, and continues
to receive service fromthat conpany.

(2) Interest on deposits. Conpani es that collect custoner deposits
nmust pay interest on those deposits cal cul ated:

(a) For each calendar year, at the rate for the one-year Treasury
Constant Maturity calculated by the US. Treasury, as published in the
Federal Reserve’'s Statistical Release H 15 on January 15 of that year. I f
January 15 falls on a nonbusi ness day, the conpany will use the rate posted
on the next follow ng business day; and

(b) From the date of deposit to the date of refund or when applied
directly to the customer’s account.

(3) Refunding deposits for residential services. Conpanies nust refund
deposits, plus accrued interest, |ess any outstandi ng bal ance, to a custoner
when:

(a) A custoner termnates service or services for which a deposit is
bei ng hel d.

A conpany is not required to refund an amunt held on deposit when a
custoner requests a discontinuation of service or services but requests to
establish simlar service with a conpany for which the current deposit hol der
also provides billing and collection service. The new provider nmust have
authority with the comm ssion to collect deposits; or

(b) The customer has paid for service for twelve consecutive nonths in
a pronpt and satisfactory manner as evidenced by the follow ng:

(i) The conpany has not issued a discontinuation notice against the
custonmer's account for nonpaynent during the |last twelve nonths; and

(ii) The conpany has sent no nmore than two delinquency notices to the
customer in the last twelve nonths.

(c) A company may apply a deposit refund to a custoner's account or,
upon custonmer request, nust provide the refund in the form of a check issued
and mailed to the custoner no later than thirty days after satisfactory
paynment history is established or thirty days after the date the closing bil
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is issued when service is terni nated.

NEW SECTI ON

WAC 480-120- 132 Business offices. Each conpany nust provide business
of fices or custonmer service centers that are accessible by telephone or in
person. A business office or customer service center that serves nore than
one exchange nust provide toll-free calling from each exchange to the office.
Each business office or customer service center nust be staffed by qualified
personnel who can provide information relating to all services and rates,
accept and process applications for service, explain charges on custoners'
bills, adjust charges made in error, and generally act as representatives of
t he conpany.

NEW SECTI ON

WAC 480-120-133 Response tinme for calls to business office or repair
center during regular business hours. (1) Calls placed to a conpany's
business or repair center during regular business hours nust be answered
either by a live representative or an automated call answering system

(2) Companies that use an automated answering system must conply wth
the foll owing requirenents:

(a) Each nmonth, the average time until the automated system answers a
call nust not exceed thirty seconds; and

(b) The automated system must provide a caller with an option to speak
to a live representative within the first sixty seconds of the recorded
message, or it nust transfer the caller to a live representative within the
first sixty seconds.

(i) A conpany nmy provide the live representative option by directing
the caller to take an affirmative action (e.g., select an entry on the
tel ephone) or by default (e.g., be transferred when the caller does not
sel ect an option on the tel ephone).

(ii) The recorded nessage nust clearly describe the nmethod a caller
must use to reach a live representative

(c) Each nmonth, the average tine until a live representative answers a
call nmust not exceed sixty seconds from the time a caller selects the
appropriate option to speak to a live representati ve.

(3) Conpanies that do not use an autonmmted answering system nust answer
at least ninety-nine percent of call attenpts, each nonth, wthin thirty
seconds.
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NEW SECTI ON

WAC 480-120- 146 Changing service providers from one |ocal exchange
conmpany to another. \en a custoner changes service providers from one | ocal
exchange company (LEC) to another, the LEC providing existing service to the

custonmer nust not discontinue service until it receives confirmation of
activation of new service from the new service provider. The LEC providing
new service nust supply pronpt notice of activation. The requirenents of

this section do not apply if the custonmer submitted the cancellation order
directly to the LEC providing existing service.

NEW SECTI ON

WAC 480-120-147 Changes in |ocal exchange and intrastate tol
servi ces. (1) Verification of orders. A local exchange or intrastate toll
carrier that requests on behalf of a customer that the custoner's carrier be

changed, and that seeks to provide retail services to the custoner
(submitting carrier), may not submt a change-order for |ocal exchange or
intrastate toll service until the order is confirnmed in accordance with one

of the procedures in (a) through (c) of this subsection:

(a) The conpany has obtained the customer's witten or electronic
authorization to subnmit the order (letter of agency). The letter of agency
must be a separate electronic form |ocated on a separate screen or web page,
or a separate witten document (or easily separable document) containing only
the authorizing | anguage described in (a)(i) through (vi) of this subsection
having the sole purpose of authorizing a telecomunications carrier to
initiate a preferred carrier change. The letter of agency, whether witten
or electronic, nust be signed and dated by the custoner of the telephone
line(s) requesting the preferred carrier change. The letter of agency shal
not be conbined on the same document or on the sanme screen or web page with
i nducements of any kind; however, it may be combined with checks that contain
only the required letter of agency |language as prescribed in (a)(i) through
(vi) of this subsection, and the necessary information to make the check a

negotiable instrunent. The check may not contain any pronotional |anguage or
material. It nust contain, in easily readable, boldface type on the front of
the check, a notice that the custonmer is authorizing a preferred carrier
change by signing the check. Letter-of-agency |anguage nust be placed near
the signature line on the back of the check. Any carrier designated in a
letter of agency as a preferred carrier nust be the carrier directly setting
the rates for the custoner. If any portion of a letter of agency is

transl ated into another |anguage, then all portions must be translated into
that |anguage, as well as any pronmotional materials, oral descriptions or
instructions provided with the letter of agency. The letter of agency nust
confirmthe following information fromthe custoner:

(i) The custoner billing nane, billing telephone nunmber and billing
address and each tel ephone nunber to be covered by the change order

(ii) The decision to change;

(iii) The custoner's understanding of the change fee;

(iv) That the custonmer designates (name of carrier) to act as the
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custoner's agent for the preferred carrier change;

(v) That the customer understands that only one telecomrunications
carrier may be designated as the custoner's interstate preferred carrier;
that only one telecomrunications carrier nay be designated as the customer's
i nt er LATA preferred carrier; and that only one tel ecommunications carrier my
be designated as the <custonmer's |ocal exchange provider, for any one
t el ephone nunber. The letter of agency nust contain a separate statement
regarding the customer's choice for each preferred carrier, although a
separate |l etter of agency for each choice is not necessary; and

(vi) Letters of agency may not suggest or require that a customer take
some action in order to retain the current preferred carrier

(b) The submitting carrier has obtained the customer's authorization
as described in (a) of this subsection, electronically, by wuse of an
automated, electronic telephone nenu system This authorization nust be
pl aced from the tel ephone nunber(s) for which the preferred carrier is to be
changed and nust confirm the information required in (a)(i) through (vi) of
thi s subsecti on.

Tel ecomruni cati ons conpanies electing to confirm the preferred carrier
change electronically must establish one or nore toll free tel ephone nunbers
exclusively for that purpose.

Calls to the nunber(s) nust connect a customer to a voice response
unit, or simlar device, that records the required information regarding the
change, including recording the originating automatic number identification
(ANI) .

(c) An appropriately qualified and independent third party operating in
a location physically separate from the telemarketing representative has
obtained the custonmer's oral authorization to submt the change order that
confirms and includes appropriate verification data (e.g., the custoner's
date of birth). The independent third party nmust not be owned, nmanaged,
controlled or directed by the carrier or the carrier's marketing agent; and
must not have any financial incentive to confirm preferred carrier change
orders for the carrier or the carrier's marketing agent. The content of the
verification must include <clear and wunanbiguous confirmation that the
custoner has authorized a preferred carrier change.

(2) Where a telecomunications carrier is selling nore than one type of
tel ecommuni cations service (e.g., | ocal exchange, intralLATA toll, and
interLATA toll) that carrier nust obtain separate authorization, and separate
verification, from the custonmer for each service sold, although the
aut horizations may be nmade within the same solicitation

(3) The docunentation regarding a customer's authorization for a
preferred carrier change nust be retained by the submitting carrier, at a
m ni mum for two vyears to serve as verification of the custoner's

authorization to change his or her telecomunications conpany. The
docunentati on nust be nade available to the custoner and to the conm ssion
upon request and at no charge. Docunment ation includes, but is not linmted
to, entire third-party-verification conversations and, for written
verifications, the entire verification docunment.

(4) Inmplementing order changes. An executing carrier may not verify
directly with the custoner the submission of a change in a custoner's
sel ection of a provider received from a subnmitting carrier. The executing

carrier must conply pronptly, wthout any unreasonable delay, wth a
requested change that is conplete and received froma subnmtting carrier. An
executing carrier is any teleconmunications carrier that affects a request
that a custoner's carrier be changed.

This section does not prohibit any conpany from investigating and
responding to any custoner-initiated inquiry or conplaint.

(5) Preferred carrier freezes. A preferred carrier freeze prevents a
change in a custoner's preferred carrier selection unless the custoner gives
the carrier from whom the freeze was requested express consent. Express

[ 22 ] OTS-5694. 4



consent nmeans direct, witten, electronic, or oral direction by the custoner
Al local exchange conpanies (LECs) nust offer preferred carrier freezes.
Such freezes nmust be offered on a nondiscrimnatory basis to all customers.
O fers or solicitations for such freezes nust clearly distinguish anong

tel ecommuni cati ons services subject to a freeze (e.g., local exchange,
i ntraLATA toll, and interLATA toll). The carrier offering the freeze nust
obtain separate authorization for each service for which a preferred carrier
freeze is requested. Separate authorizations may be contained within a
si ngl e docunent.

(a) Al LECs nust notify all custonmers of the availability of a
preferred carrier freeze, no later than the custoner's first telephone bill
and once per year nust notify all |ocal exchange service custoners of such
availability on an individual customer basis (e.g., bill insert, bil

nmessage, or direct mailing).

(b) Al carrier-provided solicitation and other materials regarding
freezes nust include an explanation, in clear and neutral |anguage, of what a
preferred carrier freeze is, and what services nmay be subject to a freeze; a
description of the specific procedures to lift a preferred carrier freeze; an
explanation that the customer will be unable to nmake a change in carrier
selection unless he or she lifts the freeze; and an explanation of any
charges incurred for inplenenting or lifting a preferred carrier freeze.

(c) No local exchange carrier may inplenment a preferred carrier freeze
unl ess the custoner's request to inmpose a freeze has first been confirmed in
accordance with the procedures outlined for confirm ng a change in preferred
carrier, as described in subsections (1) and (2) of this section.

(d) Al LECs nmust offer custoners, at a minimum the follow ng
procedures for lifting a preferred carrier freeze:

(i) A custonmer's witten or electronic authorization stating the
customer's intent to lift the freeze;

(ii) A custoner's oral authorization to lift the freeze. This option
must include a nechanism that allows a submitting carrier to conduct a three-
way conference call with the executing carrier and the custoner in order to
lift the freeze. When engaged in oral authorization to lift a freeze, the
executing carrier nust confirm appropriate verification data (e.g., the
custoner's date of birth), and the customer's intent to lift the freeze.

(e) A LEC may not change a custoner's preferred carrier if the custoner

has a freeze in place, unless the customer has lifted the freeze in
accordance with this subsection.
(6) Renedies. In addition to any other penalties provided by law, a

submtting carrier that requests a change in a custoner's carrier wthout
proper verification as described in this rule shall receive no paynment for
service provided as a result of the unauthorized change and shall pronptly
refund any anmounts collected as a result of the unauthorized change. The
custoner may be charged, after receipt of the refund, for such service at a
rate no greater than what would have been charged by its authorized
t el ecomruni cati ons conpany, and any such paynent shall be renmtted to the
customer's authorized tel econmuni cati ons conpany.

(7) Exceptions. Conpanies transferring custoners as a result of a
mer ger, purchase of the conpany, or purchase of a specific customer base are
exenpt from subsections (1) through (6) of this section if the conpanies
conmply with the followi ng conditions and procedures:

(a) The acquiring conpany nust provide a notice to each affected

custoner at least thirty days before the date of transfer. Such notice nust
i nclude the follow ng information:
(i) The date on which the acquiring conpany will becone the custoner's

new provi der;

(ii) The rates, ternms, and conditions of the service(s) to be provided
upon transfer, and the nmeans by which the acquiring conmpany will notify the
custoner of any change(s) to those rates, terns, and conditions;
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(iii) That the acquiring conpany will be responsible for any carrier
change charges associated with the transfer

(iv) The customer's right to select a different conpany to provide the
service(s);

(v) That the customer wll be transferred even if the custoner has
selected a "freeze" on his/her carrier choices, unless the custoner chooses
another carrier before the transfer date;

(vi) That, if the custoner has a "freeze" on carrier choices, the
freeze will be lifted at the tinme of transfer and the customer nust
"refreeze" carrier choices;

(vii) How the custoner may make a conplaint prior to or during the
transfer; and

(viii) The toll-free custonmer service tel ephone number of the acquiring
carrier.

(b) The acquiring conmpany must provide a notice to the comr ssion at
|l east thirty days before the date of the transfer. Such notice nust include
the followi ng information:

(i) The nanmes of the parties to the transaction

(ii) The types of services affected;

(iii) The date of the transfer; and

(iv) That the conpany has provided advance notice to affected
custoners, including a copy of such notice.

(c) If after filing notice with the commission any material changes
devel op, the acquiring conpany must file witten notice of those changes with
the commi ssion no nore than ten days after the transfer date announced in the
prior notice. The commission nmy, at that tinme, require the conpany to
provi de additional notice to affected custonmers regardi ng such changes.

NEW SECTI ON

WAC 480-120- 148 Canceling registration. A conpany canceling its
registration as a telecomunications conpany nust notify the comrission in
witing and, as applicable, comply with the requirements of WAC 480-120-083
(Cessation of telecomunicati ons services). It remains subject to comr ssion
jurisdiction with respect to its provision of telecomunications service
during the tine it was registered, and it nust file an annual report and pay
regul atory fees for the period during which it was registered.

PART 1'11. PAYMENTS AND DI SPUTES

NEW SECTI ON

WAC 480-120-161 Form of bills. (1) Bill frequency. Conpani es must
offer custoners, at a mninum the opportunity to receive billings on a
mont hly interval, unless subsection (11) of this section applies.

(2) Length of time for paynment of a bill. Bill due dates nust reflect

[ 24 ] OTS-5694. 4



a date which at a mninum allows a custoner fifteen days from the date of
mai | i ng for paynent.

(a) Upon showi ng of good cause, a customer mmy request and the conpany
must allow the customer to pay by a date that is not the normally designated
paynment date on their bill. Good cause may include, but not be limted to
adj ustment of the billing cycle to parallel receipt of incone.

(i) A company may nhot assess l|late paynment fees for the period between
the regularly schedul ed due date and the custonmer-chosen due date so long as
the custonmer mekes paynent in full by the custoner-chosen due date.

(ii) A conpany may refuse to establish a preferred paynent date that
woul d extend the paynent date beyond the next normally schedul ed payment or
due date.

(b) If a conpany is delayed in billing a custoner, the conpany nmnust
of fer arrangenents upon customer request or upon indication that a paynent
arrangenent is necessary, that are equal to the length of time the bill is
del ayed beyond the regularly scheduled billing interval (e.g., if the bil

i ncludes two nonths del ayed charges, the customer nust be allowed to pay the
charges over two nont hs).

Conpanies may not charge a custoner |ate paynent fees on the del ayed
charges during the extended payment period.

(3) Form of bill. Wth the consent of the customer, a conmpany nay
provide regular billings in electronic form if the bill neets all the
requirements of this rule. The conmpany nmust maintain a record of the
custoner's request, and the customer may change from electronic to printed
billing upon request.

(4) Bill organization. Tel ephone bills nust be clearly organized, and

nmust conply with the follow ng requirenents:

(a) Bills my only include charges for services that have been
requested by the custonmer or other individuals authorized to request such
services on behalf of the custormer, and that have been provided by the
conpany;

(b) The nane of the service provider associated with each charge nust
be clearly and conspicuously identified on the tel ephone bill

(c) Wiere charges for two or nore carriers appear on the sane tel ephone

bill, the charges nust be separated by service provider; and
(d) The telephone bill nust clearly and conspicuously identify any
change in service provider, including identification of charges from any new

service provider.
For purposes of this subsection, "new service provider" neans a service

provider that did not bill the subscriber for service during the service
provider's last billing cycle. This definition shall include only providers
that have continuing relationships with the subscriber that will result in
periodic charges on the subscriber's bill, unless the service is subsequently
cancel ed.

For purposes of this subsection, "clearly and conspicuously" neans

notice that would be apparent to the reasonabl e custoner.

(5) Descriptions of billed charges.

(a) The bill must include a brief, clear, nonm sleading, plain |anguage
description of each service for which a charge is included. The bill nust be
sufficiently clear in presentation and specific enough in content so that the
custoner can determne that the billed charges accurately reflect the service
actually requested and received, including individual toll calls and services
charged on a per-occurrence basis.

(b) The bill must identify and set out separately, as a conponent of
the charges for the specific service, any access or other charges inposed by
order of or at the direction of the Federal Communications Comi ssion (FCC)

(c) The bill nust clearly delineate the ampunt or the percentage rate
and basis of any tax assessed by a local jurisdiction.
(6) Charges for which service can be discontinued. VWere a bil
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contains charges for basic service, in addition to other charges, the bill

nmust di stinguish between charges for which nonpayment will result in |oss of
basic service. The bill nust include tel ephone numbers by which subscribers
may inquire or dispute any charges on the bill. A carrier may list a toll-
free nunber for a billing agent, clearinghouse, or other third party,

provi ded such party possesses sufficient information to answer questions
concerning the subscriber's account and is fully authorized to resolve the

consuner's conplaints on the carrier's behalf. Were the subscriber does not
receive a paper copy of the custoner's telephone bill, but instead accesses
that bill only by e-mail or internet, the carrier my conply with this
requi renent by providing on the bill an enmil or web site address. Each
carrier nmust make a busi ness address avail abl e upon request froma consuner.
(7) Item zed statenent. A conmpany nust provide an itenized statenment
of all charges when requested by a custoner, including, but not limted to

the follow ng:

(a) Rates for individual services;

(b) Calculations of time or distance charges for calls, and
cal culations of any credit or other account adjustnent; and

(c) When itemzing the charges of information providers, the nane,
address, tel ephone nunmber, and toll-free nunber, if any, of the providers.

(8) Methods of paynent.

(a) Conpanies nust, at a mnimm allow the following nmethods of
payment : Cash, certified funds (e.g., cashier check or noney order), and
per sonal checks.

(b) Upon witten notice to a custoner, conpanies nay refuse to accept
personal checks when that custoner has tendered two or nore nonsufficient-
funds checks within the | ast twelve nonths.

(9) Billing conmpanies. A conpany may bill regul ated tel ecomrunications
charges only for conpanies properly registered to provide service within the
state of Washington or for billing agents. The conpany nmust, in its
contractual relationship with the billing agent, require the billing agent to
certify that it wll subnit charges only on behalf of properly registered
conpanies; and that it wll, upon request of the conpany, provide a current

list of all conpanies for which it bills, including the nane and tel ephone
nunber of each conpany. The conpany nust provide a copy of this list to the
commi ssion for its review upon request.

(10) Crediting custonmer paynents. Unl ess otherwi se specified by the
custoner, paynments that are less than the total bill balance nust be credited
first to basic service, with any remainder credited to any other charges on
the bill.

For purposes of this subsection, basic service includes associated fees
and surcharges such as FCC access charges. Basi c service does not include
ancillary services such as caller identification and customcalling features.

(11) Exenptions from this rule. Prepaid calling card services (PPCS)
are exenpt from subsections (1) through (10) of this section.
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NEW SECTI ON

WAC 480-120-162 Cash and urgent paynments. (1) Each 1local exchange
conmpany (LEC) must establish and nmintain paynent agencies for receipt of
cash and urgent paynents. For purposes of this section, a paynent agency may

be a business office of the conmpany that accepts custoner paynments. An
urgent paynent is a paynent that the conpany requires upon threat of
di scontinuation of service. Each LEC nust use the following criteria when

determ ning the nunber of paynment agencies required:

(a) Exchanges serving over seventy-five thousand access |ines nmust have
a mnimum of one payment agency within the exchange for every fifty thousand
access |ines.

(b) Exchanges serving twenty-five thousand to seventy-five thousand
access |ines nmust have a m ni rum of one paynent agency w thin the exchange.

(c) LECs that do not have exchanges that neet the criteria in (a) or
(b) of this subsection nust have at | east one paynent agency.

(2) The paynent agency nust clearly post and nmmintain regular business
hours and nay be supported by the sane personnel as the business office or
custoner service center. It nust not assess a charge from the applicant or
custoner for processing a transaction. Conmpanies may not contract with a
paynment agent that charges a fee, surcharge, or any other simlar charge to
custoners for the provided services and transactions required by subsection
(1) of this section. Conpani es may contract w th additional paynment agents
to process required transactions and may permt those additional agents to
charge custoners not nmore than $1.00 for processing a transaction

(3) A LEC may request a waiver of subsection (1) of this section. At a
mnimum as a condition for waiver, the petitioner nust denonstrate that
applicants and custoners have a reasonable opportunity to make cash and
urgent paynents.

(4) At least thirty days before a planned closure of any paynent
agency, business office, or customer service center that accepts cash and
urgent paynents and does not charge a fee for processing bill payments, a LEC
must provide the comm ssion, in witing, the exchange(s) and communities
affected by the closing, the date of the closing, a |list of other nethods and
| ocations available for making cash and urgent paynents, and a |ist of other
met hods and | ocations for obtaining business office and custoner service
center services.

A LEC may not close a paynent location under this subsection until
alternatives for making cash and urgent paynments have been provided to
af fected custoners.

(5) Wen a LEC is nade aware of the fact that a payment agency that
does not charge a fee for processing bill paynments has either closed w thout
conpany know edge or is refusing to accept conmpany paynents, it nust provide
alternatives for making cash and urgent paynents until a replacenent station
has been established. The LEC must establish a replacenment station within
the sane geographic area within sixty days. If it is unable to do so, it
nust advise the commission of its efforts and progress to date every thirty
days thereafter until a replacenent is established.
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NEW SECTI ON

WAC 480-120-163 Refunding an overcharge. A conpany nust refund
overcharges to the custoner with interest, retroactive to the time of the
overcharge, up to a maximum of two years, as set forth in RCW 80.04.230 and
80.04.240. This rule does not limt other remedi es avail able to custoners.

NEW SECTI ON

WAC 480-120-164 Pro rata credits. Every tel ecommunications conpany
nmust provide pro rata credits to custoners of a service whenever that service
is billed on a nonthly basis and is not available for nore than a total of
twenty-four hours in a billing cycle. The mininmum amount of pro rata credit
a conpany nust provide is the nonthly cost of service divided by thirty, then
mul tiplied by the nunber of days or portions of days during which service was
not provided.

For exanpl e:
(Cost of Service)

X (Number of daysor portionsof dayswithout service) = Pro Rata Credit

(Thirty)

Pro rata credits are not required when force nmjeure, custoner prenises
equi pment, or inside wiring is the proximte cause for the unavailability of
a service. If a conpany provides a credit amunt for wunavailable service
that is equal to or greater than the credit anopunt required by this rule, the
anount of credit required by this rule need not be provided.

NEW SECTI ON

WAC 480-120- 165 Customer conpl aints. (1) Each company nust have
adequat e personnel avail able during regular business days to address custoner
conpl ai nts.

(2) When a conpany receives an oral or witten conplaint from an
applicant or custonmer regarding its service or regarding another conpany's
service for which it provides billing, collection, or responses to inquiries,
t he conpany nust acknow edge the conplaint as foll ows:

(a) Provide the nane of the conpany's contact to the conpl ai nant;

(b) Investigate the conplaint pronptly;

(c) Report the results of the investigation to the conpl ai nant;

(d) Take corrective action, if warranted, as soon as appropriate under
t he circunstances;

(e) Inform the conplainant that the decision my be appealed to a
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supervi sor at the conpany; and

(f) Inform the conplainant, if still dissatisfied after speaking to a
supervisor, of the right to file a conplaint with the comr ssion and provide
t he conmi ssion address and toll-free tel ephone nunber.

(2) VWhen a conpany receives a conplaint from an applicant or customer
regardi ng another conpany's service for which it provides only billing
service, the conpany nust provide the conplainant a toll-free nunber to reach
the appropriate office for the other ~conpany that s authorized to
i nvestigate and take corrective action to resolve the dispute or conplaint.

(3) The conpany nust insure that records and information about
conplaints and disputes are used only for the purposes of resolving the
conpl aint or dispute and inproving service and practices.

NEW SECTI ON

WAC 480-120- 166 Comm ssion-referred conplaints. (1) Each conmpany nust
keep a record of all conplaints concerning service or rates for at |east
three years and, on request, make them readily available for comm ssion
revi ew. The records must contain conplainant's name and address, date and
the nature of the conplaint, action taken, and final result.

(2) Each conpany mnust have personnel available during regular business
days to respond to conmmi ssion staff.

(3) Applicants, custoners, or their authorized representatives, my
file with the comm ssion an informal conplaint as described in WAC 480-09-150
or a formal conplaint against a conmpany when there are alleged violations of
statutes, admnistrative rules, or tariffs as provided by WAC 480-09-420 and
480- 09- 500.

(4) When the conmission staff refers an infornal conplaint to a
conpany, the conpany mnust:

(a) Stop any pending action involving the issues raised in the
conpl aint provided any ampbunts not in dispute are paid when due (e.g., if the
conpl aint involves a disconnect threat or collection action, the disconnect
or collection nmust be stopped);

(b) Thoroughly investigate all issues raised in the conplaint and
provide a conplete report of the results of its investigation to the
commi ssion, including, if applicable, information that denonstrates that the
conpany's action was in conpliance with comm ssion rules; and

(c) Take corrective action, if warranted, as soon as appropriate under
t he circunstances.

(5) Conmission staff wll ask the custonmer filing the inform
conpl ai nt whether the customer w shes to speak directly to the conpany during
the course of the conplaint, and will relay the custonmer's preference to the

conpany at the tinme staff opens the conplaint.

(6) The conpany nust report the results of its investigation of
service-affecting informal conplaints to conmi ssion staff within two business
days from the date commission staff passes the conplaint to the conpany.
Service-affecting conplaints include, but are not limted to, nonfunctioning
or inpaired services (i.e., disconnected services or those not functioning
properly).

(7) The conmpany nmust report the results of its investigation of
nonservi ce-affecting informal conplaints to commission staff wthin five
busi ness days from the date conm ssion staff passes the conplaint to the
conpany. Nonservi ce-affecting conmplaints include, but are not limted to,
billing disputes and rate quotes.
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(8) Unless another time is specified in this rule or unless comi ssion
staff specifies a later date, the conpany nust provide conplete responses to
requests from comm ssion staff for additional information on pending inform
conpl aints within three busi ness days.

(9) The conpany nust keep commi ssion staff infornmed when relevant
changes occur in what has been previously conmunicated to the comm ssion and
when there is final resolution of the informal conplaint.

(10) An informal conplaint opened with the conpany by conm ssion staff
may not be considered closed until conmmission staff inforns the conpany that
the conplaint is closed.

(11) The conpany nust provide information requested by staff regarding
any informal conplaint in accordance with subsections (6) and (7) of this

section until such time as staff inforns the conpany that the conplaint is
cl osed.
NEW SECTI ON

WAC 480-120-167 Conpany responsibility. When a custonmer inforns the
conmi ssion that the custoner has identified a problemw th service or billing
or other matters and the custonmer has been told by two or nore conpani es that
the problem is not the responding conpany's responsibility but another
conmpany's responsibility, conm ssion staff will informthe conpani es.

Once the commission has contacted the conpanies, the conpanies nust
confer with each other within three business days and determ ne whi ch conpany
will take the lead responsibility to resolve the custonmer's problem The
conpany accepting lead responsibility nust contact the conm ssion and begin
resolution of the problem on the first business day following the three
busi ness days allotted by this subsection for a conference between the
conpani es.

Conpani es nust confer, allocate responsibility between the conpanies,
and the conpany with lead responsibility nust contact the conm ssion, as
required by this section. After conferring, if the conpani es cannot resolve

the matter and neither one will accept the |ead, each conpany nust contact
the comm ssion and report the status of the dispute within five days of the
date conmmi ssion staff contacted the conpanies. The report nust contain

detai |l ed expl anati ons of the conpany's position.

PART V. DI SCONTI NU NG AND RESTORI NG SERVI CE
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NEW SECTI ON

WAC 480-120-171 Discontinuing service--Custoner requested. (1) This
section applies to residential, business, and resale services discontinued at
the custoner's request. The custoner nust notify the conpany of the date the

custoner w shes to discontinue service. If the customer noves from the
service address and fails to request discontinuation of service, the custoner
must pay for service taken at the service address until the conpany can

confirm that the custoner has vacated the prem ses or a new party has taken
responsibility for the service.

(2) A conpany nust stop a custoner's nmonthly recurring or mninmum
charges effective on the requested discontinuation date. The custonmer nmay be
hel d responsible for use charges incurred after the requested discontinuation
date when the conpany can prove that the calls were nmade or authorized by the
custoner of record. This section does not preclude a conmpany from coll ecting
m ni mum service commtnent penalties when a custoner disconnects service
prior to fulfilling the tariff, price list, or contract comm tnent.

(3) The conpany nust discontinue service as foll ows:

(a) For services that do not require a field visit, the conpany nust
di scontinue service not l|ater than one business day from the date requested
by the customer; and

(b) For services that require a prenises visit to conplete the request,
t he conpany nust disconnect service no later than two business days from the
date requested by the custoner.

(4) When a custonmer directs the local exchange conpany (LEC) to
di scontinue service, the LEC nust either notify the custonmer's presubscribed
i nterLATA and intralLATA toll carriers of the discontinuation or inform the
custoner that it is the custonmer's obligation to contact those carriers
directly.

NEW SECTI ON

WAC 480-120-172 Discontinuing service--Conpany initiated. (1) A
conpany may discontinue service w thout notice or wi thout further notice when
after conducting a thorough investigation, it finds the custoner has

performed a deceptive practice by:

(a) Tanpering with the conpany's property;

(b) Using service through an illegal connection

(c) Unlawfully using service or using service for unlawful purposes; or

(d) Obtaining service in another false or deceptive manner

(2)(a) A conpany nmay discontinue service wthout notice or wthout
further notice when after conducting a thorough investigation, it determ nes
the customer has:

(i) Vacated the prem ses without inform ng the conpany;

(ii) Paid a delinquent balance in response to a delinquency notice as
described in subsection (7) of this section with a check or electronic
payment that is subsequently dishonored by the bank or other financia
institution; or

(iii) Failed to keep paynent arrangenments agreed upon in response to a
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del i nquency notice as described in subsection (7) of this section

(b) The company nust restore service once the custoner has corrected
the reason for discontinuance as described in subsection (2)(a) of this
secti on.

(c) The company may require a deposit from a custoner that it has
di sconnected due to the reasons described in subsection (2)(a) of this
secti on.

(3) A conpany may discontinue service after providing proper notice, or
may issue a discontinuation notice, if, and only if, in one or nobre of the
foll owi ng circunstances:

(a) The conpany determ nes the custonmer has violated a rule, statute,
service agreenent, filed tariff, or price list;

(b) The company deternmines the custonmer has used custoner-owned
equi pnrent that adversely affects the conpany's service to its other
cust omers;

(c) The conpany determines the custoner has not paid regul ated charges
or has not paid a deposit as provided in the tariff or price list of the
conpany or another conmpany with which it has a billing and collection
agreenent, except for nonpaynent of charges incurred from infornmation
delivery services as provided for in WAC 480-120-254 or disputed third party-
bill ed charges;

(d) The conpany is wunable to substantiate the identity of the
i ndi vi dual requesting service:

(i) Conpanies nust allow the applicant to substantiate identity wth
one piece of identification chosen froma list, provided by the conpany, of
at least four sources of identification. The list nmust include a current
driver's license or other picture identification

(ii) Company business offices and paynment agencies, required under WAC
480-120- 132 and 480-120-162, nust provide a neans for applicants to provide
identification at no charge to the applicant;

(e) The conpany determ nes the custoner has received service from the
conmpany by providing false information, including false statements of credit
references or enploynent, false statenment of prenises address, use of an
alias or false nane with intent to deceive, or rotation of service anobng
roommates or persons living together for the purpose of avoiding the debts of
one Or nobre persons;

(f) The conpany deternmines the customer is receiving service at an
address where a former custoner is known to reside with an overdue, unpaid
prior obligation to the same conpany for the same class of service at that
address and there is evidence that the applicant lived at the address while
the overdue, wunpaid prior obligation was incurred and helped incur the
obl i gati ons. However, a conpany may not deny service if a former customer
with an overdue, unpaid prior obligation has permanently vacated the address.

(4) Except as provided in subsections (1), (2), and (3) of this
section, a conpany may discontinue or restrict services only under the
foll owi ng circunstances:

(a) A company nmmy discontinue basic service only for nonpaynment of
basi ¢ service charges;

(b) A conpany may discontinue ancillary services only for nonpaynent of
ancillary charges or if the conpany properly discontinues basic service;

(c) A conmpany may discontinue interexchange access only for nonpaynent
of interexchange charges or iif the conpany properly discontinues basic
servi ce:

(i) At its discretion, the conpany nmay permt access to toll-free
nunbers while a custoner's interexchange access service is discontinued or
restricted;

(ii) The conmpany may not charge fees for toll restriction when it has
di scontinued or restricted the custonmer's interexchange access service under
this section;
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(d) Conpanies may not shift a rate plan as a discontinuation nethod.

(5) When a conpany discontinues service to a custoner, it nmust also
di scontinue billing for service as of the date of the discontinuation.

(6) Medical energencies.

(a) When a |local exchange conpany (LEC) has cause to discontinue
residential basic service or has discontinued service, it must postpone total
service discontinuation or reinstate toll-restricted basic service that
permts both making and receiving calls and access to E911 for a grace period
of five business days after receiving either oral or witten notice of the
exi stence of a nedical energency, as described in (b) of this subsection.
The LEC must reinstate service during the sanme day if the custoner contacts
the LEC prior to the close of the business day and requests a same-day
reconnection. O herwi se, the LEC nust restore service by 12:00 p.m the next
busi ness day. \When service is reinstated, the LEC cannot require paynent of
a reconnection charge or deposit before reinstating service but may bill the
charges at a |l ater date.

(b) The LEC may require that the custonmer submit witten certification
from a qualified nedical professional, wthin five business days, stating
that the discontinuation of basic service or restricted basic service would
endanger the physical health of a resident of the househol d. "Qualified
medi cal professional” nmeans a licensed physician, nurse practitioner, or
physician's assistant authorized to diagnose and treat the nedical condition
wi t hout supervision of a physician. Nothing in this subsection precludes a
conpany from accepting other forns of certification, but the maxinum the
conpany can require is witten certification. If the conpany requires
written certification, it may  not require mre than the follow ng
i nformati on:

(i) The address of the residence;

(ii) An explanation of how discontinuation of basic service or
restricted basic service woul d endanger the physical health of the resident;

(iii) A statement of how long the condition is expected to |ast; and

(iv) The title, signature, and telephone nunber of the person
certifying the condition.

(c) The nedical certification is valid only for the length of tinme the
medi cal professional certifies the resident’s health would be endangered, but
no | onger than ninety days unl ess renewed.

(d) A nedical energency does not excuse a custoner from paying
del i nquent and ongoi ng charges. The conpany mmy require that, within the
five-day grace period, the customer pay a mninmm of twenty-five percent of
t he delinquent basic service balance or ten dollars, whichever is greater,
and enter into an agreenent to pay the remaining delinquent basic service
bal ance within ninety days, and agree to pay subsequent bills when due.

Nothing in this subsection precludes the conpany from agreeing to an
alternate paynment plan, but the conpany must not require the custoner to pay
nore than this section prescribes and nmust send a notice to the custoner
confirm ng the paynent arrangenents within two busi ness days.

(e) The conpany may di scontinue basic service or restrict basic service
wi t hout further notice if, wthin the five-day grace period, the customer
fails to provide an acceptable nedical certificate or pay the anmount required
under (d) of this subsection. The company may discontinue basic service or
restrict basic service, wthout further notice, if the custoner fails to
abi de by the ternms of the paynent agreenent.

(f) The conpany nmust ensure that the records of nedical energencies are
used or disclosed only for the purposes provided for in this section.

(7) Discontinuation notice requirenents. The conpany nust provide the
customer notice before discontinuing service except as described in
subsection (1) of this section, as follows:

(a) Each conpany nust provide a witten discontinuation notice to the
custoner either by first class mail, personal delivery to the customer's
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service address, or electronically delivered when the conpany has the
technical capability and the custonmer consents to this delivery nethod. A
conmpany nust provide delivered notice by handing the notice to a person of
apparent conpetence in the residence; to a person enployed at the place of
busi ness of the customer if it is a business account; or attached to the
primary door of the residential wunit or business office where service is
provided if no person is available to receive notice. A conpany nust include
the following information, at a mininmum in a discontinuation notice:

(i) A discontinuation date that is not |ess than eight business days
after the date the notice is muiled, transnitted electronically, or
personal |y delivered;

(ii) The anount(s) owing for the service(s) that 1is subject to
di scontinuation or restriction

(iii) A statenent that clearly indicates the anount a custoner nust pay
to maintain basic service or restricted basic service, regardless of the ful
anount owed by the custoner;

(iv) Instructions on how to <correct the problem to avoid the
di sconti nuati on;

(v) Information about any discontinuation or restoration charges that
may be assessed,;

(vi) Information about how a customer can avoid di sconnection under the
medi cal energency rul es described in subsection (6) of this section; and

(vii) The conpany's nanme, address, toll-free nunber, and TTY nunber
where the customer my contact the conpany to discuss the pending
di sconti nuation of service.

(b) If the conpany discovers that the information provided on the
notice failed to neet the requirenents of (a) of this subsection, or if it
di scovers it provided incorrect information on the notice, the conpany nust
restore service and issue a second notice wth accurate information as
described in this section

(c) If the conpany has not discontinued service within ten business
days of the first day the discontinuation nmay Dbe inplenmented, the
di scontinuation notice is void, unless the custonmer and the conpany have
entered into a nutually acceptable paynent agreement with paynment dates that
exceed the ten-day period. Upon a void notice, the conpany nust provide a
new discontinuation notice to the customer if it intends to discontinue
service at a later date.

(8 In addition to the notice required in subsection (7) of this
section, a conpany nust attenpt to make personal contact with a custoner
prior to discontinuing service. Any of the following methods will satisfy
t he personal contact requirement:

(a) Delivered notice. A conpany nust provide delivered notice handing
the notice to a person of apparent conpetence in the residence; to a person
enployed at the place of business of the custoner if it is a business
account; or attached to the primary door of the residential unit or business
of fice where service is provided if no person is available to receive notice
The notice nust state a scheduled discontinuation date that is not earlier
than 5:00 p.m of the next business day after the date of delivery;

(b) Electronically issued notice. If the company has the technical
capability to provide electronic notice and the custoner has agreed to
receive notice in electronic form the notice sent by the conpany nust state
a schedul ed discontinuation date that is not earlier than 5:00 p.m of the
second busi ness day after the date of delivery;

(c) Mailed notice. The notice nmiled by the conmpany nmay not include a
schedul ed discontinuation date that is earlier than 5:00 p.m of the third
busi ness day after the date of mailing. The date of mailing is not the first
day of the notice period; or

(d) Tel ephone notice. The company nust attenpt at least two tines to
contact the custoner during regular business hours. [If the conpany is unable
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to reach the custonmer on the first attenpt, the conpany nust attenpt to
contact the custonmer using any business or nessage nunber provided by the

custoner as a contact nunber. The conpany must keep a log or record of the
calls for a minimum of ninety calendar days showing the tel ephone nunber
called, the time of the call, and details of the results of each attenpted
cal | .

(e) A conmpany need not attenpt personal contact as provided for in (a)
through (d) of this subsection when the conpany has had cause, in any two

previous billing periods during a consecutive twelve-nonth period, to attenpt
such contact and the conpany has notified the custonmer in witing that such
cont act will not be attempted in the future before effecting a

di sconti nuation of services.

(9) Except in case of danger to life or property, conpanies may not
di scontinue service on days that it is not fully staffed to discuss
di scontinuation and reestablish service to the customer on the sane or the
fol |l owi ng day.

(10) When the conmpany has reasonabl e grounds to believe that service is
to other than the party of record, the conpany nust take reasonable efforts
to inform the occupants at the service address of the inpending
di scontinuation. Upon request of one or nore service users, the conpany mnust
allow a minimm period of five business days to permt the service user to
arrange for continued service.

The conpany is not required to allow the alditional five days when a
t horough investigation indicates there is deceptive activity at the service
addr ess.

(11) LECs mnust provide notice of pending |ocal service discontinuation
to the secretary, Washington state departnent of social and health services,
and to the custoner, where it provides service to a facility with resident
patients including, but not |I|inited to, hospitals, nedical clinics, or
nursi ng hones. Upon request from the secretary or a designee, the conpany
must allow a delay in discontinuation of no less than five business days from
the date of notice so that the departnent may take whatever steps are
necessary in its view to protect the interests of patients living within the
facilities.

(12) Rermedy and appeal s. The conpany nust not discontinue or restrict
service while a custonmer is pursuing any remedy or appeal provided for by
these rules, if the custonmer pays any anobunts not in dispute when due and the
custoner corrects any conditions posing a danger to health, safety, or
property. The conpany nust inform the customer of these provisions when the
custoner is referred to a conpany's supervisor or the comm ssion

During a dispute a conpany nmay, upon authorization from conmm ssion

staff, discontinue service when a custoner's toll charges substantially
exceed the ampunt of any deposit or custonary use and it appears the custoner
may incur excessive, uncollectible toll charges while an appeal is being

pursued. A customer whose service is subject to discontinuation may maintain
service pending resolution of any dispute upon paynment of outstanding toll
charges subject to refund if the dispute is resolved in the customer's favor.

(13) Payment at a paynment agency. Payment of any past-due ampunts to a
desi gnat ed paynent agency of the conpany constitutes paynent to the conpany
when the customer infornms the conpany of the paynment and the company verifies
t he paynent.
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NEW SECTI ON

WAC 480-120-173 Restoring service after discontinuation. (1) A
conmpany mnust restore a discontinued service when:

(a) The causes of discontinuation not related to a delinquent bal ance
have been renoved or corrected. In the case of deceptive practices as
described in WAC 480-120-172 (1)(a), this neans the custoner has corrected
the deceptive practice and has paid the estimted anobunt of service that was
taken through deceptive neans, all costs resulting from the deceptive use,
any applicable deposit, and any delinquent balance owed to the conpany by
that customer for the same class of service. A conmpany nay require a deposit
from a custoner that has obtained service in a deceptive manner as descri bed
in WAC 480-120-172 (1)(a). A conmpany is not required to allow six-nonth
arrangenents on a delinquent balance as provided for in WAC 480-120-061(7)
when it can denonstrate that a custoner obtained service through deceptive
nmeans in order to avoid paynment of a delinquent anpunt owed to that conpany;

(b) Paynent or satisfactory arrangenents for paynent of all proper
charges due from the applicant, including any proper deposit and reconnection
fee, have been nmde. Applicants or customers, excluding teleconmunications

conpani es as defined in RCW 80.04.010, are entitled to, and a conpany nust
allow, an initial wuse, and then, once every five years dating from the
custonmer’s nost recent use of the option, an option to pay a prior obligation
over not less than a six-nonth period. The conpany nust restore service upon
paynment of the first installnent if an applicant is entitled to the paynent
arrangenent provided for in this section and, if applicable, the first half
of a deposit is paid as provided for in WAC 480-120-122; or

(c) The commi ssion staff directs restoration pending resolution of any
di spute between the conpany and the applicant or customer over the propriety
of discontinuation.

(2) After the custoner notifies the conmpany that the causes for
di scontinuation have been corrected, and the conpany has verified the
correction, the conmpany nust restore service(s) within the follow ng periods:

(a) Service(s) that do not require a premses visit for reconnection
nmust be restored within one business day; and

(b) Service(s) that requires a prenises visit for reconnection nust be
restored within two business days. Conpani es nust offer custoners a four-
hour wi ndow during which the conmpany will arrive to conplete the restoration.

(c) For purposes of this section Saturdays are considered business
days.

(3) A company may refuse to restore service to a custoner who has been
di scontinued twice for deceptive practices as described in WAC 480-120-172
(1)(a) for a period of five years fromthe date of the second disconnection,
subject to petition by the custonmer to the commi ssion for an order requiring
restoration of service based on good cause.
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NEW SECTI ON

WAC 480-120-174 Restoring service based on Wshington telephone
assistance program (WAP) or federal enhanced tribal |Ilifeline program
eligibility. (1) Local exchange conpanies (LECs) nust restore service for
any custonmer who has had basic service discontinued for nonpaynent under WAC
480- 120-172 (Discontinuing service--Conmpany initiated) if the custoner was
not a participant in either Washington tel ephone assistance program (WAP) or

the federal enhanced tribal lifeline program at the tine service was
di scontinued and if the custonmer is eligible to participate in WAP or the
federal enhanced tribal lifeline program at the tinme the restoration of
service is requested. To have service restored under this section, a
custoner nust establish eligibility for either WAP or the federal enhanced
tribal lifeline program agree to continuing participation in WAP or the
federal enhanced tribal lifeline program agree to pay unpaid basic service

and ancillary service ampbunts due to the LEC at the nonthly rate of no nore
than one and one-half tines the tel ephone assistance rate required to be paid
by WAP participants as ordered by the conm ssion under WAC 480-122-020,
agree to toll restriction, or ancillary service restriction, or both, if the
conmpany requires it, until the unpaid anpunts are paid. Conpani es nust not
charge for toll restriction when restoring service under this section

(2) In the event a custoner receiving service under this section fails
to make a tinely paynent for either nonthly basic service or for unpaid basic
service or ancillary service, the conpany may di scontinue service pursuant to
WAC 480-120-172.

(3) Nothing in this rule precludes the conmpany from entering into
separate paynent arrangenents with any customer for unpaid toll charges.

PART VII. TELECOMMUNI CATI ONS SERVI CES

NEW SECTI ON

WAC 480-120-251 Directory service. (1) A local exchange conpany (LEC)
must ensure that a tel ephone directory is regularly published for each |oca
exchange it serves, listing the name, address (unless onmission is requested),
and primary tel ephone number for each custoner who can be called in that
| ocal exchange and for whom subscriber list information has been provided.

(2) Any residential custoner may request from the LEC a dual-nane
primary directory listing that contains, in addition to the custoner's
surname, the custonmer's given name or initials (or conbination thereof) and
ei ther one other person with the same surnane who resides at the same address
or a second nane, other than surnane, by which the custonmer is also known,
including the married name of a person whose spouse i s deceased.

(3) A LEC nust provide each custoner a copy of the directory for the
custoner's | ocal exchange area. If the directory provided for in subsection
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(1) of this section does not include the published listing of all exchanges
within the custonmer’s local calling area, the LEC nust, upon request, provide
at no charge a copy of the directory or directories that contain the
published listing for the entire |Iocal calling area.

(4) Telephone drectories published at the direction of a LEC nust be
revised at |east once every fifteen nonths, except when it is known that
i mpendi ng service changes require rescheduling of directory revision dates.
To keep directories correct and up to date, conmpanies nmay revise the
directories nmore often than specified.

(5) Each LEC that publishes a directory, or contracts for the
publication of a directory, nust print an informational l|isting (LEC nane and
t el ephone nunber) when one is requested by any other LEC providing service in
the area covered by the directory. The LEC to whom the request is nmade may
i npose reasonable requirenents on the timng and format of informational
listings, provided that these requirenents do not discrimnate between LECs.

(6) Tel ephone directories published at the direction of the LEC nust
include a consuner information guide that details the rights and
responsibilities of its custonmer. The guide nust describe the:

(a) Process for establishing credit and deternining the need and anpunt
for deposits;

(b) Procedure by which a bill becones delinquent;

(c) Steps that must be taken by the company to di sconnect service;

(d) washington tel ephone assistance program (WAP);

(e) Federal enhanced tribal lifeline program if applicable; and

(f) Right of the custoner to pursue any dispute with the conpany,
including the appropriate procedures within the conpany and then to the
commi ssion by informal or formal conplaint.

NEW SECTI ON

WAC 480-120-252 Intercept services. (1) Directory error. In the
event of an error in the listed nunber of any custonmer, the custoner's | ocal
exchange conpany (LEC) nust, until a new directory is published, intercept
all calls to the incorrectly listed nunber to give the calling party the

correct nunmber of the called party, provided it is permtted by existing
central office equipnment and the incorrectly listed nunmber is not a nunber
currently assigned to another custonmer. |In the event of an error or om ssion
of a custoner's white page listing, the conpany nust nmaintain the custoner's
correct name and tel ephone nunber in the files of its directory assistance

operator or, if applicable, provide the <corrected information to its
directory assistance contractor. A company or its contractor mnust furnish
the correct nane and tel ephone nunber to a calling party upon request. The

conpany may not charge a custoner for intercept services under these
ci rcumst ances.

(2) Conpany-directed telephone nunber change. When a conpany nust
change a custoner's telephone nunber, for any reason after a directory is
publ i shed, and the change is nmade at the LEC s direction, the LEC nust, at no
charge, intercept all calls to the former nunber, if existing central office
equi prent wll pernit, for the shorter of thirty days or wuntil a new
directory is published that reflects the custoner's new number. During that
period, the conpany must provide a calling party the new nunber for that
custonmer unl ess the custoner has requested that such referral not be made.

(3) Nunber changes related to changes in service. \Wen a conpany nust
change a tel ephone nunber to conplete a nmove, change, addition, or deletion
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of service, except as provided for in this subsection, the LEC nmust intercept

all calls to the former nunber at no charge, if existing central office
equi pnent will permt, for a nminimm period of thirty days or until a new
directory is published. The conpany nust provide a calling party the new

nunmber for that customer unless the customer has requested that such referra
not be made.

Conpanies are not required to provide intercept service at no charge
when the change is requested by a custonmer at the customer's existing address
for reasons other than harassing or msdirected calls.

(4) A conpany nay provide and may bill for intercept services, other
than those described in subsections (1) through (3) of this section, that are
requested by the custoner.

(5) When the conpany schedul es additions or changes to plant or records
that necessitate a |arge group of nunber changes that are not addressed by a
specific conmm ssion order, the conpany nmust give a mnimm of six nonths'
notice to all custoners then of record and so affected even though the
additions or changes nmmy coincide with a new directory being issued.

NEW SECTI ON

WAC 480-120-253 Automatic dialing-announcing device (ADAD). (1) An
automatic dialing and announci ng device (ADAD) is a device that automatically
dials tel ephone nunbers and plays a recorded nessage once a connection is
made.

(2) "Commercial solicitation®™ means an wunsolicited initiation of a
t el ephone conversation for the purpose of encouraging a person to purchase
property, goods, or services.

(3) This rule regulates the use of ADADs for purposes other than
comercial solicitation. RCW 80. 36.400 prohibits the we of an ADAD for
purposes of conmercial solicitation intended to be received by tel ephone
customers within the state

(4) This rule does not apply to the use of ADADs by governnent agencies
to deliver nessages in energency situations.

(5) Except for emergency notification as provided for in subsection (6)
of this section, an ADAD may be used for calls to tel ephone custoners within
the state only if:

(a) The recorded nessage states the nature of the call, identifies the
i ndi vi dual, business, group, or organization for whomthe call is being made,
and tel ephone nunmber to which a return call can be placed; and

(b) It automatically disconnects the telephone connection within two
seconds after the called party hangs up the receiver.

(c) The ADAD does not dial wunlisted telephone nunbers (except as
provided in this subsection), designated public service energency telephone
nunbers as listed in published tel ephone directories, or any tel ephone nunber
before 8:00 a.m or after 9:00 p.m An ADAD may dial an unlisted nunber if
the ADAD is being used to deliver the nanme, telephone nunber, or brief
nmessage of a calling party to a called party when the called party's |ine was
busy or did not answer.

(6) An energency ADAD may be connected to the telephone network and
used only if:

(a) The ADAD contains sensors that will react only to a steady tone of
at | east four seconds duration, broadcasts only on frequencies allocated by
the FCC for energency services, and is designed to prevent accidenta
triggering of energency calls;
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(b) The ADAD provi des sone audi ble tone or nmessage that alerts the user
that the device has been activated and wll automatically dial the
preprogramred energency nunber unless manually deactivated within thirty to
forty-five seconds;

(c) The ADAD provides for disconnection within two seconds when the
called party perforns a predeterm ned function;

(d) The ADAD satisfies applicable state safety requirenents; and

(e) The wuser registers the instrument wth, and receives witten
approval for, its use fromthe energency service entity to which an automatic
call would be directed, secures from such entity an approved tel ephone nunber
or nunbers to be programmed into the instrument, and does not program the
instrument to dial wunlisted nunbers, Iaw enforcenment nunbers, or E911
emer gency response nunbers.

(7) Before any ADAD may be operated while connected to the tel ephone
network, the potential ADAD user, unless it is a facilities-based LEC using
its owmn facilities, must notify, in witing, the LEC whose facilities will be
used to originate calls. The notice nust include the intended use of the
ADAD equi prrent, the cal endar days and cl ock hours during which the ADADs will
be used, an estimate of the expected traffic volume in terns of nessage
attenpts per hour and average length of conpleted nessage, and witten
certification that the equipnent can effectively preclude calls to unlisted
t el ephone nunbers, designated public service energency numbers, or any nunber
or series of nunbers on a list of telephone custoners that may be in the
future designated by tariff, regulation, or statute, as custoners who are not
to recei ve ADAD calls.

(a) The ADAD user nust notify the LEC in witing within thirty days of
any changes in the ADAD operation that would result in either an increase or
decrease in traffic vol une.

(b) For new applications for ADADs, the LEC nust review the statenent
of intended use of ADAD equi prment to determ ne whether there is a reasonable
probability that use of the equipnment will overload its facilities and may
refuse to provide connections for the ADADs or may provide them subject to
condi ti ons necessary to prevent an overl oad.

(8 A LEC may suspend or term nate service to an ADAD user if the LEC
determines that the volunme of calling originated by the ADAD is degrading the
service furnished to others. The LEC nust provide at |east five days' notice
bef ore suspending or term nating service, unless the ADAD creates an overl oad
in the LECs switching office, in which case it may termnate service
i mediately, with no prior notice.

(9) If a LEC learns that a customer is using an ADAD in violation of
the provisions of this rule, the LEC nust suspend or terminate the service of
any ADAD user five days after the ADAD user receives a termnation notice or
i medi ately, with no prior notice, if use of the ADAD creates overloading in
a LEC s switching office.

(10) Each LEC nust mmintain records of any ADAD equipnment a user
reports to the LEC as being connected to its facilities. |If requested by the
commi ssion, the LEC nust provide the name of the individual business, group,
or organi zation using the ADAD, their address, and the telephone nunber or
nunbers associated with the ADAD.
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NEW SECTI ON

WAC 480- 120- 254 Tel ephone solicitation. (1) Local exchange conpanies
(LECs) nust notify custoners of their rights under RCW 80.36.390 with respect
to tel ephone solicitation.

(2) For purposes of this section, "telephone solicitation”™ neans the
unsolicited initiation of a telephone call by a comrercial or nonprofit
conpany to a residential custoner for the purpose of encouraging that person
to purchase property, goods, or services or soliciting donations of noney,
property, goods, or services. "Telephone solicitation" does not include:

(a) Calls made in response to a request or inquiry by the called party.
This includes calls regarding an item that has been purchased by the called
party from the conpany or organization during a period not |onger than twelve
nonths prior to the tel ephone contact;

(b) Calls made by a not-for-profit organization to its own |list of bona
fide or active nenbers of the organi zation;

(c) Calls limted to polling or soliciting the expression of ideas,
opi ni ons, or votes; or

(d) Business-to-busi ness contacts.

(3) Each LEC nust provide notice by annual bill inserts mailed to its
residential custoners or by conspicuous publication of the notice in the
consumer information pages of its directories that clearly inforns customers,
at a mnimm of at |east the followi ng rights under the |aw

(a) Wthin the first thirty seconds, solicitors nust identify
t hensel ves, the conpany or organization on whose behalf the call is being
made, and the purpose of the call

(b) Under Washington |aw residential custonmers have the right to keep
tel ephone solicitors from calling back. If, at any time during the
conversation, the custonmer requests to not be called again and to have the
custoner's name and tel ephone nunber renmoved from the calling list used by
t he conpany or organi zati on meking the tel ephone solicitation, the then

The company or organization nmust not allow a solicitor to call the
custoner on its behalf for at |east one year; and

(c) Conpanies. The conpany or organizations nust not sell or give the
custoner's nane and or telephone nunber to another conmpany or organization
and

(d) The office of the attorney general is authorized to enforce this
I aw. In addition, individuals my sue the solicitor for a mninum of one
hundred dollars per violation. If the lawsuit is successful, the individua
may al so recover court and attorney's fees.

(i) To file a conplaint, or request nore information on the |aw, the
customer my wite to the Consuner Protection Division of the Attorney
General's O fice at 900 Fourth Ave., Suite 2000, Seattle, Washington 98164-
1012 or by enmmil at protect@tg.wa.gov. Consunmers nmay also call the division
weekdays between 9:00 a.m and 4:00 p.m at 1-800-551-4636.

(ii) Wien the customer files a conplaint, the customer should include
the name and address of the individual, business, group, or organization, the
time the calls were received, the nature of the calls, and any additional
i nformati on avail abl e.
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NEW SECTI ON

WAC 480-120-255 Information delivery services. (1) For purposes of
this section:

"Information-delivery services" neans telephone recorded messages,
interactive prograns, or other information services that are provided for a
charge to a caller through an exclusive tel ephone nunber prefix.

“Information provider" neans the persons or corporations that povide
the information, prerecorded nessage, or interactive program for the
i nformati on-delivery service.

“Interactive prograni nmeans a program that allows a caller, once
connected to the information provider's announcenent machine, to access
additional information by using the caller's tel ephone.

(2) Local exchange companies (LECs) offering access to information-
delivery services nust provide each residential custoner the opportunity to

bl ock access to all information delivery services offered by that conpany.
Conpanies nust fulfill an initial request for blocking free of charge.
Conpanies may charge a tariffed or price listed fee for subsequent bl ocking
requests (i.e., if a customer has unbl ocked his or her access).

(3) The LEC nust inform residential custoners of the bl ocking service
through a single-topic bill ‘insert and publication of a notice in a
conspi cuous location in the consunmer information pages of the local white
pages tel ephone directory. The LEC nust include in the notice and bill

insert the residential custoners' rights under the law, the definition of
"information delivery services" as defined in subsection (1) of this section,
and a statement that these services often are called "900" numbers. The LEC
nmust include notice that custoners have the right under Washington law to
request free blocking of access to infornmation-delivery services on their

resi denti al tel ephone lines, t hat bl ocking will prevent access to
i nformati on-delivery services from their residential telephone line, that
custoners may request free blocking of access to information-delivery
services on their residential telephone lines by calling the LEC at a

specified tel ephone nunmber, that the Washington utilities and transportation
conmi ssion is authorized under RCW 80.36.500 to enforce this law, and that
custoners may contact the comm ssion for further information. The LEC nust
i nclude the commi ssion's address, toll-free tel ephone nunber, and website:

Washington Utilities and Transportati on Conmi ssion
Consumer Affairs Section

1300 South Evergreen Park Drive, SW

P.O. Box 47250

A ynpi a, WA 98504- 7250

1- 800-562- 6150

WWW. WUt c. wa. gov

(4) Any conpany that provides billing, customer service, or collection
services for an information provider nust require, as a part of its contract
for that service, that the information provider include in any advertising or
promotion a pronminent statement of the cost to the customer of the
i nformati on service.
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NEW SECTI ON

WAC 480-120-256 Caller identification service. (1) The conpany that
provides caller identification service nmust provide its retail custoners the
capability of blocking the delivery of their numbers, nanmes, or |ocations
both on a per call basis and on a per |ine basis. The conpany nust not
charge a nonthly fee or per call fee for caller identification blocking. The
conpany nust not <charge a nonrecurring fee for <caller identification
bl ocki ng:

(a) Wien the service is requested at the tine an access line is
connect ed;

(b) The first tinme the service is added to an access line; or

(c) The first tinme the service is renoved from an access |ine.

(2) At least ninety days before offering caller identification services
the conpany nust send notice to its custonmers. The notice nust explain
caller identification per call blocking, caller identification |ine blocking,
a custonmer's right to have the nunbers blocked one-tine free of charge, and
an explanation that call blocking does not apply to the delivery of caller
nunbers, nanme, or locations to a 911 or enhanced 911 service, other energency

service, or a custoner-originated trace. The notice nust include an
expl anation that call blocking will not work on all services, including, but
not limted to, 800 and 900 numbers, long distance, and primary rate

interface service

For purposes of this section, "primary rate interface services" neans
an | SDN service that uses a digital rate of one thousand five hundred forty-
four Miits per second, whether used like business trunks for digital PBXs
with up to twenty-four circuits at a rate of sixty-four kbits per second per
circuit, or used as a single circuit at the DSl rate. A conpany mmy offer
caller identification service if the conpany conplies with this section.

NEW SECTI ON

WAC 480-120- 257 Enmergency services. (1) At least once every twenty-
four hours, each |ocal exchange conpany and each interexchange conpany
owni ng, operating, or maintaining any portion of any dedicated 911 circuit
nmust manually test, for continuity, the portion of the 911 circuit which it
owns, operates, or nmintains. This section does not apply to any dedicated
911 circuit, or portion thereof, if weither (a), (b), or (c) of this
subsection is satisfied:

(a) The circuit is carried by a transm ssion system (e.g., T-1 carrier)
that is equi pped with one or nore alarnms to detect |oss of signal continuity;

(b) The circuit is equipped with one or nore alarms to detect |oss of
signal continuity; or

(c) The circuit is automatically tested for signal continuity at |east
once every twenty-four hours.

(2) Any dedicated 911 circuit found to be defective nmust be i mediately
reported to the primary public safety answering point (PSAP) manager, and
repairs nust be undertaken pronptly and pursued diligently by the conpany
that has responsibility for operating or mmintaining the circuit, or both.
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Conpanies are not required to repair any portion of any dedicated 911 circuit
that they do not own, operate, or maintain.

(3) Each conmpany nust ensure that all dedicated 911 circuits and
associated electronic equipnent serving governnental energency response
agencies are clearly identified in the central office and the renote swi tch.

NEW SECTI ON

WAC 480-120-261 Operator services. (1) An operator service provider
nmust protect the confidentiality of all conmunications it carries, processes,
or transmits unless otherw se authorized by | aw,

(2) Each operator service provider rnust develop procedures its
enpl oyees nust follow to provide operator assistance to custoners, ensure
that when automated operator services are provided by it, customers can
access a live operator, ensure that call timng for operator-assisted calls
provided by its operators is accurately recorded, and ensure that its
operators receiving 0- and E911 calls are capable of routing calls in a
manner that will allow access to the proper |ocal enmergency service agency
and connecting calls twenty-four hours a day.

NEW SECTI ON

WAC 480-120-262 Operator service providers (OSPs). (1) Only for the
pur pose of this section:

"Consuner" means the party paying for a call using operator services.
For collect calls, a consunmer is both the originating party and the party who
recei ves the call

"Custoner" neans the call aggregator or pay phone service provider
(PSP) contracting with an operator service provider (OSP) for service, such
as hotel, motel, hospital, correctional facility, prison, canmpus, or sinilar
entity.

"Operator service provider (OSP)" neans any corporation, conpany,
partnership, or person providing a connection to intrastate or interstate
| ong-di stance or to local services fromlocations of call aggregators.

"Qperator services" neans any telecomunications service provided to a

call aggregator location that includes automated or |I|ive assistance to
custoners in billing or conpleting (or both) telephone calls, other than
those billed to the nunber from which the call originated or those conpleted
through an access <code wused to bill a custonmer's account previously

established with the conpany.

This section applies to OSPs providing operator services from pay
phones and other call aggregator |ocations. Each OSP must maintain a current
list of the custoners it serves in Washington and the | ocations and tel ephone
nunmbers where the service is provided.

(2) Posted discl osure. OSPs nust post clearly, | egi bly, and
unobstructed, on or near the front of the pay phone the presubscribed OSP' s
nanme, address, and toll-free nunber, as registered with the comrission. This
i nformati on must be updated within thirty days after a change of OSPs. OSPs
must post a notice to wnsunmers that they can access other |ong distance
conpanies and, in contrasting colors, the conm ssion conpliance nunber for
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consuner conplaints and the follow ng i nformation:

"If you have a conplaint about service from this pay phone and
are unable to resolve it by calling the repair or refund numnber

or operator, please call the <comrission at 1-888-333-WTC

(9882)."

(3) Oral disclosure of rates. This subsection applies to all calls
from pay phones or other call aggregator |locations, including, but not
limted to, prison phones and store-and-forward pay phones or "smart" phones.
When a collect call is placed, both the consuner placing the call and the

consuner receiving the call nust be given the rate quote options required by
this section.

(a) Oal rate disclosure nmessage required. Before an operator-assisted
call froma call aggregator |ocation can be connected by an OSP (whether by a
presubscri bed or other provider), the OSP must first provide an oral rate

di scl osure nessage to the consuner. If the charges to the consumer do not
exceed the benchmark rate in (f) of this subsection, the oral rate disclosure
message nust conply with the requirenents of (b) of this subsection. In al

other instances, the oral rate disclosure nmessage nust conply wth the
requi renents of (c) of this subsection.

(b) Rate disclosure nmethod when charges do not exceed benchmark. The
oral rate disclosure nessage nmust state that the consunmer may receive a rate
gquote and explain the nethod of obtaining the quote. The nmethod of obtaining
the quote may be by pressing a specific key or keys, but no nore than two
keys, or by staying on the Iline. If the consunmer follows the directions to
obtain the rate quote, the OSP nust state all rates and charges that wll
apply if the consunmer conpletes the call

(c) Rate disclosure nmethod when rates exceed benchmark. The oral rate

di scl osure nessage nust state all rates and charges that will apply if the
consuner conpletes the call

(d) Charge nmust not exceed rate quote. If the OSP provides a rate
gquote pursuant to either (b) or (c) of this subsection, the charges to the
user nmnmust not exceed the quoted rate. If a consunmer conplains to the
comm ssion that the charges exceeded the quoted rate, and the consuner states
the exact ampunt of the quote, there will be a rebuttable presunption that

the quote provided by the conplai ning consuner was the quote received by the
consuner at the tinme the call was placed or accepted.

(e) Conpletion of call. Foll owi ng the consumer's response to any of
t he above, the OSP nust provide oral information advising that the consumner
may conplete the call by entering the consunmer's calling card nunber.

(f) Benchmark rates. An OSP's charges for a particular call exceed the
benchmark rate if the sum of all charges, other than taxes and fees required
by law to be assessed directly on the consuner, would exceed, for any
duration of the call, the sum of fifty cents multiplied by the duration of
the call in mnutes plus fifty cents. For exanple, an OSP's charges would
exceed the benchmark rate if any of these conditions were true:

(i) Charges for a one-mnute call exceeded one dollar

(ii) Charges for a five-mnute call exceeded three dollars; or

(iii) Charges for a ten-mnute call exceeded five dollars and fifty
cents.

(4) Access. Pay phones nust provide access to the services identified
in WAC 480-120-263(3).

(5) Branding. The OSP nust identify audibly and distinctly the OSP
providing the service at the beginning of every call, including an
announcenent to the called party on collect calls. The OSP nust ensure that
the call begins no later than imrediately following the pronpt to enter
billing information on automated calls and on live and automated operator
calls, when the call is initially routed to the operator. The OSP nust state
the nane of the conpany as registered with the comm ssion (or its registered

[ 45 ] OTS-5694. 4



"doi ng business as" nane) whenever referring to the OSP. \Wen not necessary
to identify clearly the OSP, the conpany nmay omt ternms such as "conpany,"

"conmuni cations,” "incorporated,"” or "of the Northwest."

(6) Billing. The OSP nust provide to the billing conpany applicable
call detail necessary for billing purposes and an address and toll-free
nunmber for consumer inquiries. The OSP must ensure that consuners are not
billed for calls that are not conpleted. For billing purposes calls nust be
item zed, identified, and rated fromthe point of origination to the point of
term nati on. An OSP may not transfer a call to another conpany unless the

call can be billed from the point of origin. The OSP nust provide specific
call detail upon request, in accordance with WAC 480-120-161 (Form of bills).

Charges billed to a credit card need not conform to the call detai
requi renents of that section

(7) Operational capabilities. The OSP nust answer at |east ninety
percent of all calls within ten seconds of the time the call reaches the
conpany's switch. The OSP nust nmintain adequate facilities in all |ocations

so the overall blockage rate for lack of facilities, including the facilities
for access to consuners' preferred interexchange conpanies, does not exceed
one percent in the time-consistent busy hour. Shoul d excessive bl ockage
occur, the OSP must deternine what caused the blockage and take inmediate
steps to correct the problem The OSP must reoriginate calls to another
company upon request and w thout charge when technically able to acconplish

reorigination with screening and allow billing from the point of origin of
the call. If reorigination is not available, the OSP nmust provide dialing
i nstructions for the consuner's preferred conpany.

(8) Energency calls. For purposes of energency calls, every OSP nust

be able to transfer the caller into the appropriate E911 system and to the
public safety answering point (PSAP) serving the location of the caller with
a single keystroke from the operator's console, to include automatic
identification of the exact |ocation and address from which the call is being
made. The OSP nust be able to stay on the line with the enmergency call unti

the PSAP representative advises the operator that they are no |longer required

to stay on the call. The OSP nust provide a toll-free nunber for direct
access to PSAPs should additional information be needed when responding to a
call for assistance from a phone using the provider's services. That

enmergency contact information nust not be considered proprietary.

(9) Fraud protection.

(a) A company may not bill a call aggregator for

(i) Charges billed to a line for originating calls using conpany access
codes, toll-free access codes, or originating calls that otherwi se reach an
operator position if the originating line subscribed to outgoing cal
screening or pay phone specific ANl coding digits and the call was placed
after the effective date of the outgoing call screening or pay phone specific
ANl coding digits order; or

(ii) Collect or third-nunber-billed calls if the line serving the cal
that was billed had subscribed to incomng call screening (also terned
"billed nunber screening") and if the call was placed after the effective
date of the call screening service order

(b) The access line provider nust renove from the call aggregator's

bill any calls billed through the access line provider in violation of this
subsecti on. If investigation by the access |line provider determ nes that the
pertinent <call screening or pay phone specific AN coding digits was

operational when the call was made, the access |ine provider may return the
charges for the call to the conpany as not billable.

(c) Any call billed directly by an OSP, or through a billing method
other than the access line provider, which is billed in violation of this

subsection, nmust be removed from the call aggregator's bill. The conpany
providing the service may request an investigation by the access Iline
provider. If the access line provider determ nes that call screening or pay
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phone specific ANl coding digits (which would have prevented the call) was
subscribed to by the call aggregator and was not operational at the tinme the
call was placed, the OSP nust bill the access |ine provider for the call

(10) Suspensi on. The conmi ssion nmay suspend the registration of any
conmpany providing operator services if the company fails to neet mninmum
service levels or to provide disclosure to consuners of protection available
under chapter 80.36 RCWand pertinent rules.

Except as required by federal |law, no provider of pay phone access |ine
service may provide service to any OSP whose registration is suspended.

NEW SECTI ON

WAC 480-120-263 Pay phone service providers (PSPs). (1) A loca
exchange company (LEC) within the state of Washington nust allow pay phone
service providers (PSPs) to connect pay phones to its network, and a LEC nust
file a tariff or price list with the comission to include the rates and
conditions applicable to providing service to pay phones via its network

(2) Registration and application of rules.

(a) PSPs operating a pay phone within the state of Wshington nust
regi ster by:

(i) Submitting a nmaster business application to the nmaster |icense
service, department of |icensing; and

(ii) Ootaining a unified business identifier (UBI) nunmber. A PSP that
al ready has a UBI nunber need not reapply.

(b) Except where pay phone services or PSPs are specifically
referenced, the rules of general applicability to public service conpanies or
t el ecommuni cati ons conpani es do not apply to pay phone services. Thi s does
not exenpt PSPs from rules applicable to conplaints and disputes (WAC 480-
120-165), or renedies or sanctions for violations of rules applicable to PSP
operations.

(3) Access. At no charge to the calling party, pay phones nust provide
access to:

(a) Dial tone;

(b) Enmergency services by dialing 911 without the use of a coin or
entering charge codes;

(c) Operator;

(d) Tel ecomruni cations relay service calls for the hearing-inpaired;

(e) Al available toll-free services; and

(f) Al avail abl e interexchange conpanies, including the LEC

(4) Disclosure. PSPs nust post clearly and legibly, in an unobstructed
| ocation on or near the front of the pay phone:

(a) The rate for local calls, including any restrictions on the length
of calls in thirty point or larger type print or a different and contrasting
col or;

(b) Notice that directory assistance charges may apply, and to ask the
operator for rates;

(c) Notice that the pay phone does not nmake change, if applicable;

(d) The energency nunber (E911);

(e) The nane, address, phone nunber, and unified business identifier
(UBl') number of the owner or operator

(f) A toll-free nunber to obtain assistance iif the pay phone
mal functi ons, and procedures for obtaining a refund;

(g0 The name, address, and toll-free number of all presubscribed
operator service providers (OSPs), as registered with the conm ssion. Thi s
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i nformati on nust be updated within thirty days of a change in the OSP. Refer
to WAC 480-120-262 for OSP definition and rul es;

(h) Notice to callers that they can access other 1long distance
compani es;

(i) The phone nunmber of the pay phone, including area code. \When the
pay phone is in an area that has had an area code change, the area code
change nust be reflected on the pay phone within thirty days of the area code
conversion; and

(j) In contrasting colors, the commssion conpliance nunber for
custoner conplaints, to include the follow ng i nformation

"If you have a conplaint about service from this pay phone and
are unable to resolve it by calling the repair or refund nunber

or operator, please call the ~comrission at 1-888-333-WTC

(9882) . "

(5) Operation and functionality. A PSP must order a separate public
access line (PAL) for each pay phone install ed. The commission may waive

this requirenent if a conpany denobnstrates that technology acconplishes the
same result as a one-to-one ratio by neans other than through a PAL, that the
service provided to custonmers is fully equivalent, and that all energency

calling requirenents are net. This PAL nust pass the appropriate screening
codes to the connecting company to indicate that the call is originating from
a pay phone. In addition

(a) The pay phone, if coin operated, nust return coins to the caller in
the case of an inconplete call and nust be capable of receiving nickels,
di res, and quarters.

(b) Pay phone keypads nust include both nunbers and letters.

(c) \Where enhanced 911 is operational, the address displayed to the
public safety answering point (PSAP) nust be that of the phone instrument if
different from the public access |ine demarcation point and the phone nunber
must be that of the pay phone. To conmply with this subsection, PSPs nust
provide an energency response location (ERL) to the LEC supplying the PAL
within two working days of establishing the |ocation, or changed |ocation, of
the phone instrunent. The ERL nmust provide sufficient information to aid
emergency personnel in the rapid location of the phone instrument, e.g.,
buil ding floor nunber, conpass quadrant (e.g., northeast corner), and room
nunber .

(d) Extension tel ephones nay be connected to a PAL only for the purpose
of nonitoring emergency use. The pay phone nust be clearly labeled to
indicate that "911 calls are nmonitored locally." An extension phone nust be
activated only when 911 is dialed from the pay phone, and nust be equipped
with a "push to talk" switch or other nmechanism to prevent inadvertent
interruption of the caller's conversation with the PSAP

(e) Cordless and tabletop pay phones may be connected to the tel ephone
network only when the bill is presented to the user before |eaving the
prenmi se where the bill ws incurred, unless the custoner requests that the
call be alternatively billed.

(f) Pay phones may not restrict the nunber of digits or letters that
can be di al ed.

(g) Pay phones mmy provide credit-only service, or coin and credit
servi ce.

(h) Pay phones nust provide two-way service, and no charge may be
i nposed by the PSP for incoming calls. Exceptions to two-way service are
al |l oned under the follow ng circunstances:

(i) Service provided to hospitals and libraries where a tel ephone ring
m ght cause undue di st urbance;

(ii) Service provided within a building on the prenises of a private
busi ness establishment, at the discretion of the business owner. For
purposes of this section, premses where people have access to public
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transportation such as airports, bus and train stations are not considered
private business establishnments; and

(iii) Service at locations where |ocal governing jurisdictions or |aw
enforcenent find that incomng calls my be related to crimnal or illicit
activities and have provided proper notice under subsection (6) of this
secti on. Each pay phone restricted to one-way service nust be clearly marked
on or near the front of the pay phone with infornation detailed in subsection
(6) of this section.

(6) Restrictions. A PSP may only limt the operational capabilities of
a pay phone when a l|local governing jurisdiction or other governnmental agency
subnmits a notice to the conmm ssion using prescribed forms a mninum of ten
days prior to the restriction. Restrictions may include, but are not limted
to, blocking inconming calls, limting touch-tone capabilities, and coin
restriction during certain hours. The notice nust be signed by an agent of
the local governing jurisdiction in which the pay phone is |ocated who has
authority to submt the request, and nust state the jurisdiction's reasons
for the restriction. A copy of the notice nust also be served on the PSP no
|ater than ten days prior to the restriction.

The requestor nmust post a notice promnently visible at the pay
phone(s) ten days prior to the proposed restriction. The notice nmust explain
what is proposed and how to file an objection with the governing agency.

Once the restriction is in place, the PSP must post on or near each
restricted pay phone, in legible and prom nent type, a description of each
limtation in effect, the times when the restrictions will be in effect, and
the nane and toll-free nunber of the governnental agency recomending the
restriction.

(7) Tel ephone directories. The provider of the PAL nust furnish
wi t hout charge one current tel ephone directory each year for each PAL. The
PSP must ensure that a current directory is available at every pay phone.

(8) Malfunctions and rule violations. The PSP rmust correct, wthin
five days, malfunctions of the pay phone or rule violations reported to the
repair or refund nunber or the comm ssion.

NEW SECTI ON

WAC 480-120-265 Local calling areas. (1) Custoners nust nmeke requests
for expanded local <calling areas under RCW 80.04.110 (the conmm ssion's
conplaint statute).

(2) The comrission will order expansion of local calling areas only for
conpel ling reasons. The commission will generally rely on long distance
conpetition, Jlocal conpetition, and optional calling plans that assess

additional charges only to participating custoners, to neet custonmer demand
for alternate or expanded calling.

In evaluating requests for expanded local calling, the conmi ssion wll
consi der whether the local calling area is adequate to allow custoners to
call and receive calls from comunity nedical facilities, police and fire
departnments, <city or town governnent, elementary and secondary schools,
libraries, and a comrercial center.

The comm ssion will consider the overall comrunity-of-interest of the
entire exchange, and may consider other pertinent factors such as customer
calling patterns, the availability and feasibility of optional calling plans,
and the | evel of local and | ong di stance conpetition.
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PART VII11. FINANCI AL RECORDS AND REPORTI NG RULES

NEW SECTI ON

WAC 480-120- 301 Accounting requirements for conpetitively classified
compani es. Competitively classified conpanies nust keep accounts using
generally accepted accounting principles (GAAP), or any other accounting
net hod acceptable to the conm ssion. In addition, the accounts nust allow
for identification of revenues for Washington intrastate operations subject
to comm ssion jurisdiction.

NEW SECTI ON

WAC 480-120-302 Accounting requirenents for conpanies not classified
as conpetitive. (1)(a) Companies with two percent or nore of state access
lines and conpanies with less than two percent of state access lines are
classified as foll ows:

Class Number of AccessLinesas of
December 31 from prior year's
annual report

A 2% or more of state access lines

Less that 2% of state access lines

For example:
Company X access lines as of 12/31/98 33,823
Divided by
Total state access lines as of 12/31/98 3,382,320
Equals company access lines as a percentage 1%

of total accesslines.

Therefore, company X isaClass B company.

(b) As long as a conpany can show it serves less than two percent of

the total access lines listed in (a) of this subsection, it my conpare
future years to the year listed in the exanple above, as a safe harbor
opti on.
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(c) If a conmpany has nmore than two percent of the total access lines
listed in (a) of this subsection, but believes that it has less than two
percent of a subsequent year to that listed in the exanple above, it may use
the nore recent "total state access lines" as of that subsequent year in
order to calculate a different threshold, as long as it provides all relevant
information in a letter of certification to the conmm ssion concurrent wth
its election. For purposes of this rule the raw data may be requested from
the commi ssion's record center in order for the conpany seeking the data to
generate its own cal cul ati on subsequent, and pursuant, to this rule.

(2)(a) For accounting purposes, conpanies not classified as conpetitive
must use the Uniform System of Accounts (USOA) for Class A and Class B
Tel ephone Conpani es published by the Federal Conmunications Conmi ssion (FCC)
and designated as Title 47, Code of Federal Regulations, Part 32, (47 CFR 32,
or Part 32). The effective date for Part 32 is stated in WAC 480-120-999
Conpani es not classified as conpetitive wi shing to adopt changes to the USOA
made by the FCC after the date specified in WAC 480-120-999, nust petition
for and receive conmm ssion approval. The petition nust include the effect of
each change for each account and subaccount on an annual basis for the nost
recent cal endar year ending Decenber 31. If the petition is conplete and
accurate the comm ssion may choose to grant such approval through its consent
agenda.

(b) Class B conpanies may use Class A accounting, but Class A conpanies
shall not be permitted to use Class B accounting.

(3) The conm ssion nodifies Part 32 as follows:

(a) Any reference in Part 32 to "Comm ssion," "Federal Comunications
Comm ssion," or "Common Carrier Bureau" neans the Washington utilities and
transportati on comi ssion.

(b) Conpanies not «classified as conpetitive nust keep subsidiary
records to reflect Washington intrastate differences when the com ssion
i nposes accounting or ratemaking treatnment different from the accounting
met hods required in subsection (2) of this section. Conpanies not classified
as conmpetitive nust maintain subsidiary accounting records for

(i) Residential basic service revenues;

(ii) Business basic service revenues;

(iii) Access revenues for each universal service rate el enent;

(iv) Special access revenues; and

(v) Switched access revenues.

(c) Part 32 section 24, conpensated absences, is supplenented as
fol |l ows:

(i) Conmpanies not classified as conpetitive nust record a liability and
charge the appropriate expense accounts for sick leave in the year in which
the sick | eave is used by enpl oyees.

(ii) Conpanies not classified as conpetitive nust keep records for

(A) Conpensated absences that are actually paid; and

(B) Conpensated absences that are deductible for federal income tax
pur poses.

(d) Conpanies not «classified as conpetitive that have nmultistate
operations nust keep accounting records that provide Washington results of
operations. The nethods used to determ ne Washington results of operations
must be acceptable to the comm ssion

(e) Part 32 section 32.11(a) is replaced by subsection (1) of this
secti on.

(f) Part 32 section 32.11(d) and (e) are replaced by subsection (1) of
this section.

(g) The commission does not require Part 32 section 32.2000(b)(4).
This rule does not supersede any accounting requirenments specified in a
commi ssion order, nor will it be construed to lint the comrission's ability
to request additional information on a conpany specific basis. This rule
does not dictate intrastate ratenmaking.
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(h) Any reference in Part 32 to "Class A" or "Class B" neans the
classification as set out in subsection (1) of this section.

NEW SECTI ON

WAC 480-120-303 Reporting requirements for conpetitively classified
conpani es. The conm ssion will distribute an annual report form including a
regul atory fee form A conpetitively classified conpany nust:

(1) Complete both fornms, file them with the conm ssion, and pay its
regul atory fee, no later than May 1st of each year;

(2) Provide total nunber of access lines as required on the annual
report form

(3) Provide income statenent and bal ance sheet for total conpany; and

(4) Provide revenues for Washington and \Washington intrastate
operations subject to comm ssion jurisdiction.

NEW SECTI ON

WAC 480-120-304 Reporting requirenents for conpanies not classified as
conpetitive. (1) Annual reports for conpanies not classified as conpetitive.
The commi ssion will distribute an annual report form as specified in (c)(i),
(ii), and (iii) of this subsection, and a regulatory fee form A conpany not
classified as conpetitive nust:

(a) Complete both forms, file them with the comm ssion, and pay its
regul atory fee, no later than May 1 of each year;

(b) Provide total nunber of access lines as required on the annual
report form and

(c) Provide incone statenent and bal ance sheet for total conpany and
results of operations for Washi ngton and WAashington intrastate.

(i) Class A companies that the FCC classified as Tier 1
t el ecomruni cati ons conpanies in Docket No. 86-182 nust file annual report
fornms adopted by the FCC.

(ii) Al other Class A conpanies nust file annual reports on the form
prescri bed by the comm ssion.

(iii) Class B conpanies nust file annual reports as prescribed by RCW
80. 04.530(2) .

(2) Quarterly reports for conpanies not classified as conpetitive:

(a) Al Class A conpanies nust file results of operations quarterly.

(b) Each report will show nonthly and twel ve-nont hs-ended data for each
mont h of the quarter reported.

(c) The reports are due ninety days after the close of the period being
reported, except for the fourth-quarter report which is due no later than My
1 of the follow ng year.

(3) Methods wused to determne Washington intrastate results of
operations nust be acceptable to the conm ssion.

(4) This rule does not supersede any reporting requirenents specified
in a conmission rule or order, or limt the comission's authority to request
addi ti onal information.
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NEW SECTI ON

WAC 480-120-305 Streamnl i ned filing requi renents for Cl ass B
t el ecomruni cati ons conmpany rate increases. (1) A Class B conpany, as defined
in WAC 480-120-302(1), may use the streamined treatnent described in this
section for seeking a general rate increase, as an alternative to the
requirenents in WAC 480- 09- 330.

(2) General information required. A Class B conpany seeking
stream ined treatnent for a proposed general rate increase nmust subnmt the
following information at the time of filing or prior to its first notice to
customers, whi chever occurs first:

(a) A copy of its custoner notice as specified in subsection (6) of
this section.

(b) A results-of-operations statenent, on a commission Dbasis,
denonstrating that the conpany is not presently exceeding a reasonable |evel
of earnings. |If the conpany is exceeding a reasonable |evel of earnings, the
proposed increase nust be reduced accordingly.

(c) Al supporting docunentation used to develop the results-of-
operations statenent, including supporting docunentation for all adjustnents.

(d) The results-of-operations statenent filed under this subsection
nmust include Washington intrastate results of operations. If a conpany
cannot provide Washington intrastate results of operations wth reasonable
accuracy, the commission nmay consider the total Washington results of
operations including the interstate jurisdiction.

(3) Adjustnments provided for in the results of operations.

(a) The results-of-operations statement nust provide restating actua
adjustnments and proforma adjustnents in accordance wth (b) of this
subsecti on.

(b) Before the achieved return is calculated a conmpany nust adjust the
booked results of operations for restating actual and proforna adjustnments,
i ncluding the follow ng:

(i) Nonoperating itens;

(ii) Extraordinary itens;

(iii) Nonregul ated operating itens; and

(iv) Al other itens that nmaterially distort the test period.

(4) Rate of return. The authorized overall rate-of-return (for
purposes of this section only) is eleven and twenty-five one-hundredths
percent.

(5) Rate design. A Class B conpany filing pursuant to this section
must clearly describe the basis for allocating any revenue requirenent change
proposed by custoner class (e.g., residential, business, and interexchange).

(6) Customer notice. The conmpany nust notify customers consistent with
the manner outlined in WAC 480-120-194, and nust include the follow ng
i nformati on:

(a) The proposed increase expressed in (i) total dollars and average
percentage terms, and (ii) the average nonthly increases the custoners in
each category or subcategory of service mght reasonably expect;

(b) The nanme and mailing address of the comm ssion and public counsel

(c) A statenent that custoners nmay contact the comm ssion or public
counsel with respect to the proposed rate change; and

(d) The date, tinme, and place of the public neeting, if known.

(7) Public neeting(s). The commission will ordinarily hold at |east
one public neeting in the area affected by the rate increase within forty-
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five days after the date of filing.

(8) Final action. The comrission will ordinarily take final action on
a filing under this section within ninety days after the date of filing.

(9) The comnri ssion may decline to apply the procedures outlined in this
section if it has reason to believe that:

(a) The quality of the conpany's service is not consistent with its
public service obligations; or

(b) A nore extensive review is required of the conpany's results of
operations or proposed rate design.

(10) Nothing in this rule will be construed to prevent any conpany, the
conmmi ssion, any customer, or any other party from using any other procedures
that are otherwi se pernitted by |aw.

NEW SECTI ON

WAC 480-120-311 Access charge and universal service reporting. (1)
I ntrastate nmechani smreporting.

(a) Until legislation creating a new universal service fund is adopted
and effective and conmi ssion rules to inplenent the legislation are adopted
and effective, each Class A conpany in the state of Wshington and the
Washi ngt on Exchange Carrier Association, must provide annually:

(i) The actual demand units for the previous calendar year for each
switched access tariff rate element (or category of switched access tariff
rate elenents, both originating and terminating) it has on file with the
conmmi ssi on.

(ii) Primary toll carriers (PTCs) nust file, in addition to the
information required in (a)(i) of this subsection, the annual inputed denand
units for the previous calendar year that the conpany would have had to

purchase from itself if it had been an unaffiliated toll carrier using
feature group D switched access service (including intralLATA and i nterLATA,
both originating and terminating demand units). For purposes of this

subsection, a PTC neans a |local exchange conpany offering interexchange
service(s) to retail custoners using feature group C switched access service
for the origination or term nation of any such service(s).

(b) The report containing the information required in (a) of this
subsection nust be filed by July 1 of each year.

(c) Each conpany providing information required by this section nust
i nclude conplete work papers and sufficient data for the conmission to review
the accuracy of the report.

(2) Annual state certification requirenments for interstate (federal)
mechani sm Each eligible telecomunications carrier (ETC) in Washington
receiving federal high-cost universal service support funds nust provide the
following to the comm ssion not |ater than August 31 of each year:

(a) A certification that, during the cal endar year preceding the year
in which certification is nmade, the ETC provided the supported services
required by 47 U S C § 214(e) and described in the comm ssion order
granting it ETC status;

(b) A certification that, during the calendar year preceding the year
in which certification is made, the ETC advertised the availability of
supported services and the charges for them as required by 47 U S. C §
214(e) and as described in the conm ssion order granting it ETC status;

(c) A certification that funds received by it from the federal high-
cost universal service support fund will be used only for the provision,
mai nt enance, and upgrading of the facilities and services for which the
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support is intended;

(d) The ampunt of all federal high-cost universal service fund support
received for the cal endar year preceding the year in which the filing nust be
made (this includes, but is not limted to, High Cost Loop Support or "HCL",
Local Switching Support or "LSS", Long Term Support or "LTS", Interstate
Access Support or "IAS", and Interstate Conmmon Line Support or "ICLS");

(e) The loop counts on which federal high-cost wuniversal service
support was based for support received during the cal endar year preceding the
year in which the filing nust be nade;

(f) The certifications required in (a) through (e) of this subsection
nmust be made in the same manner as required by RCW 9A. 72. 085.

NEW SECTI ON

WAC 480-120-321 Expenditures for political or legislative activities.
(1) The commission will not allow either direct or indirect expenditures for
political or legislative activities for rate-making purposes.

(2) For purposes of this rule political or legislative activities
i nclude, but are not limted to:

(a) Encouraging support or opposition to ballot neasures, |egislation,
candi dates for a public office, or current public office hol ders;

(b) Soliciting support for or contributing to political action
conmittees;

(c) Gathering data for mailing lists that are generated for the
purposes of encouraging support for or opposition to ballot neasures,
| egi slation, candidates for public office, or current office holders, or
encouragi ng support for or contributions to political action commttees;

(d) Soliciting contributions or recruiting volunteers to assist in the
activities set forth in (a) through (c) of this subsection.

(3) Political or legislative activities do not include activities
directly related to appearances before regulatory or |[|ocal governnenta
bodi es necessary for the utility's operations.

NEW SECTI ON

WAC 480-120-322 Retaining and preserving records and reports. (1)
Conpanies mnust keep all records and reports required by these rules or
conmi ssion order for three years unless otherw se specified in subsection (2)
of this section. No records may be destroyed before the expiration of three
years or the time specified in subsection (2) of this section, whichever is
appl i cabl e.

(2) Conpanies must adhere to the retention requirenents of Title 47
Code of Feder al Regul ati ons, Par t 42, Preservation of Records  of
Communi cation Common Carriers published by the Federal Commruni cati ons
Conmi ssion. The effective date is stated in WAC 480-120-999.
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NEW SECTI ON

WAC 480-120-323 Washington Exchange Carrier Association (WECA). (1)
The Washi ngt on Exchange Carrier Association (WECA) may:

(a) File petitions with the conm ssion;

(b) Publish and file tariffs with the conmm ssion; and

(c) Represent before the conmi ssion those nenbers that so authorize.
WECA's rules of procedure are on file with the comr ssion under Docket No.
UT-920373, and nay be obtained by contacting the comri ssion's records center.

(2) Subject to all the procedural requi renents and protections
associated with conmpany filings before the conm ssion, WECA nust submit to
t he conmi ssion:

(a) Al initial WECA tariffs; and

(b) Al changes to the tariffs.

(3) A nmenber of WECA may file directly with the comm ssion:

(a) Tariffs, price lists, and contracts;

(b) Revenue requirenment conputations;

(c) Revenue objectives;

(d) Universal service support cost cal cul ations;

(e) Total service long run increnental cost studies;

(f) Conpetitive classification petition;

(g) Oher reports; or

(h) Any other itemit or the commi ssion deens necessary.

(4) The commi ssion has the authority to supervise the activities of
VECA. However, such supervision wll not conpromise the independent
eval uation by the comm ssion of any filing or proposal that must be submtted
to the conmi ssion for approval.

(5 To the extent that WECA is involved in the <collection and
redi stribution of funds under commi ssion orders authorizing certain revenue
sharing arrangenents wunder comon tariff, it must nmmintain, provide, and
report to the conm ssion annual financial reports, by July 1 of each year,
relating to the arrangenents. Annual financial reports nust include:

(a) Actual fund collections and distributions to each menber conpany;

(b) The basis upon which the collection and distribution is made;

(c) Board nenbership;

(d) Special commttee nenbership; and

(e) The status and description of any open WECA docket proceedi ngs.

(6) Each local exchange conpany in the state of Wshington has the
option of using WECA as its filing agent, tariff bureau, or both. Conpanies
using WECA collectively may file intrastate rates, tariffs, or service
proposal s.

(7) Nothing in this section will be construed as anending or nodifying
WECA's current nethods of admnistration. WECA' s access charge pooling
adm nistration plan is on file with the conm ssion and may be obtained by
contacting the commission's records center and requesting the "Ninth
Suppl emental Order in Docket UT-971140 with Attachnment" dated June 28, 2000.

PART | X. SAFETY AND STANDARDS RULES
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NEW SECTI ON

WAC 480-120-401 Network performance standards. (1) All compani es nust
nmeet the applicable network performance standards set forth in this section.
The standards applied to each service quality measurement are the m ninum

acceptable quality of service wunder normal operating conditions. Al

performance standards apply to each central office individually and nust be
measured at or below that |evel. The performance standards do not apply to
abnormal conditions, including, but not limted to work stoppage directly

affecting provision of service in the state of Wshington, holidays, force
mej eure, or nmmjor outages caused by persons or entities other than the |oca
exchange conpany (LEC) or its agents.

(2) Switches. End-office switches, in conjunction with renmpte switches
wher e depl oyed, nust neet the follow ng standards:

(a) Dial service. For each switch, conpanies nust neet the foll ow ng
m ni rum standards during the switch's average busy-hour of the average busy
season:

(i) Dial tone must be provided within three seconds on at |east ninety-
ei ght percent of calls placed; and

(ii) Ninety-eight percent of calls placed must not encounter an
intraswitch blocking condition within the central office, or blocking in
host-renmote, or interoffice |ocal trunks.

(b) Intercept. Central office dial equipment must provide adequate
access to an operator or to a recorded announcenent intercept to all vacant
codes and nunbers. Less than one percent of intercepted calls may encounter
busy or no-circuit-available conditions during the average busy-hour, of the
busy- season.

(3) Interoffice facilities. Bl ocki ng performance during average busy-
hour for ninety-nine percent of trunk groups for any nonth nust be |ess than
one-half of one percent for intertoll and intertandem facilities and |ess
than one percent for local and EAS interoffice trunk facilities. The

bl ocking standard for E911 dedicated interoffice trunk facilities nust be
|l ess than one percent during average busy-hour of the average busy season.
Two consecutive nonths is the maxinum that a single trunk group may be bel ow
t he applicabl e standard.

(4) CQutside plant.

(a) Local | oops. Each LEC nust design, construct, and maintain
subscriber loops to the standard network interface or demarcation point as
fol |l ows:

(i) For voice grade, |ocal exchange service |loops nust neet al
performance characteristics specified in Section 4 of the Institute of
El ectri cal and El ectronic Engi neers (| EEE) Standard Tel ephone Loop
Per f ormance Characteristics. Informati on about this standard regarding the

versi on adopted and where to obtain it is set forth in WAC 480-120-999.

(ii) For voice grade service, the circuit noise |level on custoner |oops
nmeasured at the customer network interface nmust be equal to or less than 20.0
dBrnC, except that digitized |oops and |oops in excess of 18,000 feet nust
have a noise |level objective of less than 25.0 dBrnC, and noise |evels nust
not exceed 30 dBrnC

(b) Special circuits. Of-premse station circuit |oss nust not exceed
5.0 dB at 1004 Hz when neasured between the custonmer switch demarcation and
the custoner station demarcation. LECs with over fifty thousand access |ines
must maintain design criteria for special circuits. Conpani es nust nake
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channel performance criteria available to custoners upon request.

(c) Digital services. LECs nmust neet the availability objectives for
digital private line circuit performance specified in the American National
Standards for  Tel econmuni cati ons, "Network Performance Paraneters for
Dedi cated Digital Services - Specifications.” Information about this standard
regardi ng the version adopted and where to obtain it is set forth in WAC 480-
120- 999. Upon request of a custoner, a LEC may provide to that custoner
digital services that do not neet the performance standards set forth in (b)
of this subsection.

(5) Service to interexchange carriers. LECs nust provide service to
i nterexchange carriers at the grade of service ordered by the interexchange
carrier. At a minimm each interexchange carrier nmust order sufficient

facilities from each LEC such that no more than two percent of all calls are
bl ocked at the LEC s switch.

(6) Conpanies mnust nonitor the network performance of the equipnent
they own, operate, or share at frequent intervals so that adequate facilities
can be designed, engineered and placed in service when needed to neet the
standards of this section.

(7) Each Class A LEC nust arrange and design incoming trunks to the
primary repair service center so that traffic overflows during service
interruptions can be redirected or forwarded to an alternate repair or
mai nt enance service center |ocation.

NEW SECTI ON

WAC 480-120-402 Safety. The plant and all facilities of wutilities
shall be <constructed and installed in conformty wth good engineering
practice and conply with the mnimm standards as set out in the current
Nat i onal Electric Safety Code in effect on January 1, 1991. Al
instrumentalities and equi pnment shall be installed and nmintained with due
consideration to the safety of the subscribers, enployees and general public.
Hazar dous conditions endangering persons, property, or the continuity of
service when found, reported or known to exist, shall be expeditiously
corrected.

NEW SECTI ON

WAC 480-120-411 Network nmmintenance. (1) Each local exchange conpany
(LEC) nmust:

(a) Provide adequate maintenance to ensure that all facilities are in
safe and serviceabl e condition

(b) Correct immediately hazardous conditions endangering persons,
property, or the continuity of service when found, reported, or known to
exi st;

(c) Pronptly repair or replace broken, damaged, or deteriorated
equi pnent, when found to be no |onger capable of providing adequate service;
and

(d) Correct pronptly transm ssion problenms on any channel when | ocated
or identified, including noise induction, cross-talk, or other poor
transm ssion characteristics.
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(2) Each LEC nust install and mamintain test apparatus at appropriate
| ocations to determine the operating characteristics of network systens and
provi de sufficient portable power systems to support up to the largest renote
subscriber carrier site. For the safe and continuous operation of
underground cables, each LEC nust establish air pressurization policies and
an air pressurization alarmnonitoring program where appropri ate.

(3) Central offices equipped with automatic start generators nust have
three hours' reserve battery capacity. Central offices without automatic
start generators nust have a nininmum of five hours' reserve battery capacity.
Central offices without permanently installed enmergency power facilities nust
have access to readily connectable nobile power units wth enough power
capacity to carry the load and that can be delivered within one half of the
expected battery reserve tinme.

NEW SECTI ON

WAC 480-120-412 Mjor outages. (1) Al conpanies nust nmake reasonable
provisions to nininze the effects of major outages, including those caused
by force nmajeure, and inform and train pertinent enployees to prevent or
mnimze interruption or inpairment of service.

(2) Notice to commission and public safety answering point (PSAP).
When a conpany receives notice of or detects a nmmjor outage, it must notify
the commr ssion and any PSAP serving the affected area as soon as possible.

(3) Notice to county and state energency agencies and coordi nation of
efforts. When a major outage affects any enmergency response facility, a
conpany nust notify inmediately the county E911 coordinator and the state
enmergency managenent authorities, and provide periodic updates on the status
of the outage. The conpany nust coordinate service restoration with the
state energency managenent authorities if it requests it, and, if requested
to do so by the conmmission, report daily to it the progress of restoration
efforts until the conpany achieves full network recovery.

(4) Major outages repair priorities.

(a) CQutages affecting PSAPs and energency response agencies nust
receive attention first and be repaired as soon as possible.

(b) Conpanies nust restore other services within twelve hours unless
conditions beyond a conmpany's reasonable ability to control prevent service
restoration within twelve hours.

(c) Conpanies nmust restore outages to their facilities affecting
i nterconpany trunk and toll trunk service within four hours after the problem
is reported unless conditions beyond a conpany's reasonable ability to
control prevent service restoration within four hours. [If the problemis not
corrected within four hours, the conmpany nust keep all other affected
conpani es advised of the status of restoration efforts on a twce-daily
basi s.

(5) Information to public. Unl ess hei ghtened security concerns exi st
during mejor outage recovery efforts all conpanies nust inplement procedures
to disseminate information to the public, public officials, and news nedia.
Al'l conpanies nust provide a statenment about the major outage that includes
the tinme, the cause, the general |ocation and approxi mate nunber of affected
access lines, and the anticipated duration

(6) Notice of intentional outage. When a conpany intends to interrupt
service to such an extent that it will cause a major outage, it must make a
reasonable effort to notify all customers who wll have their tel ephone
service affected and the state enmergency managenent authorities not |ess than
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seven days in advance if circunstances permt or as soon & it plans to
interrupt service if circunstances do not pernit seven days' advance notice
A notice is not required for planned service interruptions that have a
duration of less than five minutes and occur between the hours of 12:00 a.m
and 5:00 a. m

(7) Records. All conpanies nust keep a record of each mmjor outage and
a statenent about the interruption that includes the tinme, the cause, the
| ocation and nunber of affected access |lines, and the duration

NEW SECTI ON

WAC 480-120-414 Emergency operation. (1) Al conpanies nmust naintain,
revise, and provide to the comm ssion the follow ng:

(a) The titles and tel ephone nunbers of the conpany's disaster services
coordi nator and alternates; and

(b) Upon request of the commission, the conpany's current plans for
emergency operation, including current plans for recovery of service to
gover nient al di saster recovery response agencies wthin the state of
Washi ngt on.

(2) For coordination of disaster response and recovery operations, each
conpany must maintain on file with the Washington state energency nmanagenent
division the titles and tel ephone nunbers of the nanagers of the conpany's:

(a) Local network operations center;

(b) Regional network operations center; or

(c) Enmergency operations center.

NEW SECTI ON

WAC 480-120-436 Responsibility for drop facilities and support
structure. (1) Initial provision of service to a premise with no existing
drop facilities. Conpani es are responsi ble for designating the route of the
drop facility and the type of support structure.

(a) Provision of drop facilities. The conpany is responsible for al
work and materials associated with drop facilities.

(b) Provision of support structure. The conpany mmy require the
applicant to provide a support structure that neets conpany standards. Once
the conpany provides service, the conpany is responsible for maintenance and
repair of the existing drop facilities and support structure as provided for
in WAC 480-120-437.

(c) Nothing in this rule prohibits the conpany from offering the
applicant an alternative to pay the conmpany a tariffed or price listed rate
for provision of the support structure.

(2) Requests for initial service or additional service at a prem se
where all existing pairs within a drop facility are not in use. A conpany is
responsible for all work and nmaterials associated with the drop facilities
and if applicable the support structure so long as the total nunber of Ilines
requested by the custoner does not exceed the original capacity of the drop
facility.

Any work or materials associated with repair of abandoned or defective
pairs is considered mai ntenance and repair under WAC 480-120-437.
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(3) Requests for additional service to premises where all existing
pairs within a drop facility are not in use or where the total nunber of
lines requested by a custonmer exceeds the original capacity of the existing
drop facility.

(a) The conpany is responsible for all costs, including the costs of
work and materials, associated with placenent of additional drop facilities.

(b) The conmpany mmy require the applicant to provide a support
structure for placenent of the new drop facility.

(c) A conpany nust use an existing support structure for placenent of
the new drop facility when:

(i) The support structure it is large enough to support placenment of
the new facility; and

(ii) It follows a path which remains suitable to the conmpany; and

(iii) The customer nekes the support structure accessible to the
conpany (e.g., uncovers the entry to the conduit and renoves any itens that
woul d i npede the use of the conduit, such as tree roots).

NEW SECTI ON

WAC 480-120-437 Responsibility for mai nt enance and repair of
facilities and support structures. (1)(a) Conpanies are responsible for al
work, materials, and costs associated with reinforcing existing distribution
plant, and repairing and maintaining existing distribution and drop
facilities and support structures up to and including the standard network
interface (SNI).

(b) The <custoner is responsible for muintaining facilities on the
customer's side of the SN

(2) A conmpany, in its sole discretion, may determine to replace or
reinforce any existing facilities or support structures for which it is
responsi ble for nmintenance or repair. If the conpany decides to replace
existing facilities or support structures, all the work and nmaterials

associated with the installation of facilities and support structures is
consi dered repair and mai ntenance, and not new construction.

(3) Wth respect to cost, subsection (1)(a) of this section does not
apply when damage has been caused by a customer or third party, in which
case, the conpany may charge that individual the cost of repair, mmintenance,
or replacenent of conpany facilities and, if applicable, support structure.
Nothing in this subsection is intended to |linit the conpany's ability to
recover dameges as otherwi se pernmitted by | aw.

NEW SECTI ON

WAC 480-120-438 Trouble report standard. Trouble reports by central
of fice must not exceed four trouble reports per one hundred access |lines per
nonth for two consecutive nonths, or per nonth for four nmonths in any one
twel ve-nmonth period. This standard does not apply to trouble reports related
to customer premise equipnent, inside wiring, force mmjeure, or outages of
servi ce caused by persons or entities other than the | ocal exchange conpany.
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NEW SECTI ON

WAC 480-120-439 Service quality performance reports. (1) dass A
conpanies. Class A conpanies must report nonthly the information required in
subsections (3), (4), and (6) through (10) of this section. Conpani es nust
report within thirty days after the end of the nmonth in which the activity

reported on takes place (e.g., a report concerning mssed appointnents in
Decenber nust be reported by January 30).

(2) Class B conpanies. Class B conpanies need not report to the
commi ssion as required by subsection (1) of this section. However, these
conpanies nust retain, for at l|east three years from the date they are
created, all records that would be relevant, in the event of a conplaint or

investigation, to a determnation of the conmpany's conpliance wth the
service quality standards established by WAC 480-120-105, 480-120-107, 480-
120-112, 480-120-132, 480-120-401, 480-120-411, and 480-120-440.

(3) Mssed appointnent report. The missed appointnment report nust
state the nunber of appointnents nissed, the total nunber of appointnents
made, and the nunber of appointnents excluded under (b), (c), or (d) of this
subsecti on. The report nust state installation and repair appointnents
separately.

(a) A LEC is deened to have kept an appoi ntnent when the necessary work
in advance of dispatch has been conpleted and the technician arrives wthin
the appointnment period, even if the technician then determi nes the order

cannot be conpleted until a l|ater date. If the inability to install or
repair during a kept appointment |eads to establishment of another
appointnent, it is a new appointnment for purposes of determning under this

subsecti on whether it is kept or not.

(b) When a LEC notifies the custoner at |east twenty-four hours prior
to the schedul ed appointnment that a new appointnment is necessary and a new
appoi ntnent is made, then the appointnment that was canceled is not a mssed
appoi ntnent for purposes of this subsection. A conpany-initiated changed
appoi ntnent date is not a change to the order date for purposes of
determ ni ng conpliance with WAC 480-120- 105 and 480-120-112.

(c) A LEC does not niss an appointnent for purposes of this subsection
when the custonmer initiates a request for a new appointnment.

(d) A LEC does not niss an appointnent for purposes of this subsection
when it is wunable to neet its obligations due to force mjeure, work
st oppages directly affecting provision of service in the state of Washington,
or other events beyond the LEC s control

(4) Installation or activation of basic service report. The report
must state the total number of orders taken, by central office, in each nonth
for all orders of up to the initial five access lines as required by WAC 480-
120-105. The report nust include orders with due dates later than five days
as requested by a custoner. The installation or activation of basic service
report nust state, by central office, of the total orders taken for the
mont h, the nunber of orders that the conmpany was unable to conplete within
five business days after the order date or by a later date as requested by
t he custoner.

(a) A separate report must be filed each calendar quarter that states
the total nunber of orders taken, by central office, in that quarter for al
orders of up to the initial five access lines as required by WAC 480-120-105.
The installation or activation of basic service ninety-day report nust state,
of the total orders taken for the quarter, the nunber of orders that the
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conpany was unable to conplete within ninety days after the order date.

(b) A separate report nust be filed each six nmobnths that states the
total nunmber of orders taken, by central office, in the last six nmonths for
all orders of up to the initial five access |lines as required by WAC 480-120-
105. The installation or activation of basic service one hundred eighty day
report nust state, of the total orders taken for six nonths, the nunber of
orders that the conmpany was unable to conplete within one hundred & ghty
days.

Orders for which custoner-provided special equipnment is necessary; when
a later installation or activation is pernitted under WAC 480-120-071; when a
technician arrives at the custoner’s premises at the appointed tinme and
prepared to install service and the custoner is not available to provide
access; or when the comm ssion has granted an exenption under WAC 480-120-015
from the requirement for installation or activation of a particular order,
may be excluded from the total nunber of orders taken and from the total
nunber of unconpleted orders for the nonth.

For calculation of the report of orders installed or activated within
five business days in a nonth, orders that could not be installed or
activated within five days in that nonth due to force ngjeure may be excl uded
from the total nunmber of orders taken and from the total number of
unconpl eted orders for the month if the conpany supplies docunentation of the
effect of force mjeure upon the order.

(5) Major outages report. Not wi t hst andi ng subsections (1) and (2) of
this section, any conpany experiencing a mmjor outage that |asts nore than
forty-eight hours nust provide a major outage report to the commission within
ten business days of the mmjor outage. The nmjor outages report nust include
a description of each major outage and a statenent that includes the tine,
the cause, the location and nunber of affected access lines, and the duration
of the interruption or inpairnent. \Wen applicable, the report nust include
a description of preventive actions to be taken to avoid future outages.
This reporting requirenent does not include company-initiated mgjor outages
that are in accordance with the contract provisions between the conmpany and
its custoners or other planned interruptions that are part of the nornmal
operational and mai ntenance requirenments of the conpany.

The commi ssion staff may request oral reports from conpani es concerning
maj or outages at any tinme and conpanies nust provide the requested
i nformati on.

(6) Summary trouble reports. Each nonth conpani es nmust submit a report
reflecting the standard established in WAC 480-120-438. The report nust
i nclude the nunber of reports by central office and the number of Iines
served by the central office. In addition, the report nust include an
expl anation of causes for each central office that exceeds the service
quality standard established in WAC 480-120-438. The reports, including
repeated reports, nust be presented as a ratio per one hundred lines in
servi ce. The reports caused by custoner-provided equi pnent, inside wring,
force majeure, or outages of service caused by persons or entities other than
the |l ocal exchange conpany should not be included in this report.

(7) Switching report. Any conpany experiencing swi tching problems in
excess of the standard established in WAC 480-120-401 (2)(a), nust report the
problems to the comm ssion. The report nust identify the location of every
switch that is perform ng bel ow t he standard.

(8) Interoffice, interconpany and interexchange trunk blocking report.
Conpani es that experience trunk blocking in excess of the standard in WAC
480-120-401 (3) and (5) nust report each trunk group that does not neet the
per formance standards. For each trunk group not neeting the perfornmance
standards, the report nmust include the peak percent blocking |Ievel
experienced during the preceding nonth, the number of trunks in the trunk
group, the busy hour when peak blockage occurs, and whether the problem
concerns a standard in WAC 480-120-401 (3) or (5). The report must include
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an explanation of steps being taken to relieve blockage on any trunk groups
that do not neet the standard for two consecutive nonths.

(9) Repair report.

(a) For service-interruption repairs subject to the requirenents of WAC
480- 120- 440, conpanies nmust report the nunber of service interruptions
reported each nonth, the nunber repaired within forty-eight hours, and the
nunber repaired nore than forty-eight hours after the initial report. In
addition, a conpany nust report the nunber of interruptions that are exenpt
fromthe repair interval standards as provided for in WAC 480-120-440.

(b) For service-inpairment repairs subject to the requirenents of WAC
480- 120- 440, conpani es nust report the number of service inpairments reported
each nonth, the nunber repaired within seventy-two hours, and the nunber
repaired nore than seventy-two hours after the initial report. In addition,
a conpany mnust report the number of inpairments that are exenpt from the
repair interval standard as provided for in WAC 480-120-440.

(10) Business office and repair answering system reports. When
requested, conpanies nust report conpliance with the standard required in WAC
480- 120- 133. If requested, conpanies nust provide the same reports to the

conmmi ssi on that conpany managers receive concerning average speed of answer,
transfers to live representatives, station busies, and unanswered calls.

(11) The conmission may choose to investigate natters to protect the
public interest, and may request further information from conpanies that
details geographic area and type of service, and such other information as
t he comm ssi on requests.

(12) If consistent with the purposes of this section, the comm ssion
may, by order, approve for a conpany an alternative neasurenent or reporting
format for any of the reports required by this section, based on evidence
t hat :

(a) The conpany cannot reasonably provide the neasurenent or reports as
required;

(b) The alternative neasurenment or reporting format will provide a
reasonably accurate measurement of the conpany’s performance relative to the
substantive performnce standard; and

(c) The ability of the conmission and other parties to enforce
conpliance with substantive performance standard will not be significantly
i mpaired by the use of the alternative nmeasurenent or reporting format.

(13) Subsection (12) of this section does not preclude application for
an exception under WAC 480-120-015.

NEW SECTI ON

WAC 480-120-440 Repair st andar ds for service interruptions and
i npai rments, excluding nmgjor outages. (1) A conpany nust repair all out-of-
service interruptions within forty-eight hours, unless the conpany is unable
to nake the repair because it is physically obstructed from doing so or
because of force mmjeure, in which case the repair nmust be nade as soon as
practicabl e. The forty-eight hour requirenent does not apply to out-of-
service interruptions that are part of a nmjor outage under WAC 480-120-412.

For purposes of this section an out-of-service interruption is defined
as a condition that prevents the use of the telephone exchange line for
purposes of originating or receiving a call and does not include trouble
reported for nonregul ated services such as voi ce nessaging, inside wiring, or
custonmer prem ses equi pnment.

(2) A conmpany nust repair all other regulated service interruptions
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within seventy-two hours, unless the conpany is unable to make the repair
because it is physically obstructed from doing so or because of force
maj eure, in which case the repair must be nmade as soon as practicable. The
seventy-two hour requirenent does not apply to out-of-service interruptions
that are part of a mmjor outage under WAC 480-120-412.

(3) The forty-eight-hour and seventy-two-hour standards do not apply
during conpany work stoppages directly affecting provision of service in the
state of Washi ngton.

(4) When the conpany informs the customer that repair requires on-
prem ses access by the conpany with the custoner present, the conmpany nust
offer the customer an opportunity for an installation appointnment that falls
wi thin a four-hour period.

(5) A conpany is considered to have nmet its obligations under this rule
if it conducts tests during the prescribed period that indicates that the
custoner's service is operating within industry standards. The conpany nust
make all test information available to the commi ssion upon request.

(6) A conpany is considered to have nmet its obligations under this rule
if it conducts tests during the prescribed period which denmonstrate that the
reported problem may only be cleared fromw thin the customer's prenises and
the conmpany is either unable to reach the custoner to arrange access or is
refused access by the custoner. The conpany nust meke all test informtion
and custoner contact |ogs available to the commi ssion upon request.

(7) For the purposes of this section, Sundays and |egal holidays are
not considered working days and are therefore excluded from the forty-eight-
hour and seventy-two-hour peri ods.

(8 In instances when repair requires construction work, the forty-
ei ght-hour and seventy-two-hour periods begin when a conpany has received
appropriate authorization from the applicable governing body associated with
the repair (e.g., utility location services are conpleted and, if applicable,
a permt is granted). A conpany nust contact the appropriate authorities to
request applicable utility location services and pernits when the conpany
determnes that a repair situation requires construction work to correct.
Upon receiving any repair report that requires construction work, a company
nust contact the appropriate authorities as soon as practicable to request
utility location services and permits, if applicable.

(9) Wien a conpany plans a service interruption, it nust nake
reasonable efforts to notify custoners that it deternmnes service wll be
affected not | ess than seven days in advance or, if seven days' notice is not
possible, as soon as the interrupted service is planned. A notice is not

required for planned service interruptions that have a duration of |ess than
five mnutes and occur between the hours of 12:00 a.m and 5:00 a.m

NEW SECTI ON

WAC 480-120-450 Enhanced 9-1-1 (E911) obligations of |ocal exchange
conpanies. "Private branch exchange (PBX)" nmeans custoner prem ses equi pnent
installed on the subscriber's prem ses that functions as a switch, permtting
the subscriber to receive inconming calls, to dial any other telephone on the
prem ses, to access a tie trunk leading to another PBX or to access an
outside trunk to the public sw tched tel ephone network

"Data base mmnagenent system (DBMS)" neans a data base used by |oca
exchange conpanies (LECs) to provide automatic |ocation information (ALI) to
public safety answering points (PSAPs).

"Energency location identification nunmber (ELIN" neans a telephone
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nunber that is used to route the call to a PSAP and is used to retrieve the
automatic location information (ALI) for a PSAP.

"Energency response location (ERL)" neans a location to which a 911
energency response team may be di spat ched.

(1) Local exchange conmpanies (LECs) must provide enhanced 9-1-1 (E911)
servi ces including:

(a) For single line service, the ability for custonmers to dial 911 with
the call and caller's ELIN transmitted to the E911 selective router serving
the | ocation associated with the ERL for that |ine;

(b) For multiline custoners, the ability for custonmers to dial 911 with
common signal protocols available which pernmit the call and caller's ELIN to
be transmitted to the E911 selective router serving the |ocation associated
with the ERL for that I|ine;

(c) For pay phones served by pay phone access lines (PALs) the ability
for customers to dial 911 with the call and the ELIN transmitted to the E911
sel ective router serving the location of the ERL for that Iine. The ELIN
nmust be that of the pay phone.

(2)(a) LECs that provide or nmke available E911 data base managenent,
whet her directly or through contract, nust provide to all PBX owners or their
agents (including LECs) a sinple, internet-based nmethod to nmintain custoner
records in the E911 data base, and the LEC nay provide an option of a secure
di al up access nmethod for the PBX owner or agent to mmintain custoner records
in the E911 data base. The method must use a generally accepted national
format for custoner record information.

(b) LECs that provide or nmke available E911 data base nmanagenent,
whet her directly or through contract, nust provide or nmake available to all
other LECs a sinple, internet-based nethod to mamintain customer records in
the E911 data base for their non-PBX custoners, and the LEC may provide an
option of a secure dial up access or direct data link method for LECs to
mai ntain custoner records in the E911 data base. Met hods for maintaining
station location information that are not internet-based may be offered in
addition to the required internet-based method.

(c) LECs that provide pay phone access lines nust mintain customer
record information, including ELIN and ERL information, for those access
lines using a nmethod required by (b) of this subsection. Records nust be

forwarded to the data base nmnager within one business day of a record's
posting to the conpany records system

(d) For single line services, PBX main station lines, and pay phone
lines, LECs nust transnmt updated location infornmation records to the data
base managenent system (DBMS) within one business day of those records being
posted to the conpany record system

Records that do not post to the DBMS because of address errors nust be
corrected within two working days unless nodifications are necessary to the
audit tables of the nmaster street address guide, in which case the record
nmust be resubnmitted within one business day of notification that the naster
street address gui de has been updated.

(e) E911 data base e@rors and inquiries, including selective routing
errors, reported by county E911 data base coordinators or PSAPs must be
resolved by the LEC or its agent adnministering the data base within five
wor ki ng days of receipt.

(3) LECs choosing to provide E911 services including selective routing,
data base mmnagenent and transmission of the call to a PSAP nust file wth
the conmission tariffs and supporting cost studies or price lists, whichever
applies, that specify the charges and ternms for E911 services.

(4)(a) PBX custoners who choose to maintain their own E911 data base,
or contract that maintenance to a third party, nust be pernmitted to do so if
the custonmer maintains the data in a generally accepted national format for
customer record information.

(b) PBX custoners who choose to not use LEC data base nanagenent may
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transmt, or have a third-party transmt, custoner record information to
their LEC s national data service gateway at no additional charge.

NEW SECTI ON

WAC 480-120-451 Local exchange carrier contact nunber for use by
public safety answering points (PSAPs). Al'l local exchange carriers (LECs)
nmust provide a telephone nunber, which nmay include a nunber for a paging
device, that public safety answering points (PSAPs) my use to reach a
conpany representative with questions related to the accuracy of station
| ocation records. LECs nust accept calls to the provided nunber at al
tinmes. LECs that provide a nunmber for the paging device nust respond within
three m nutes of the page.

Al LECs mnust provide an E911 data base nmintenance contact who is
avail abl e during business day hours to the county E911 data base coordinators
in those counties in which they provide service.

NEW SECTI ON

WAC 480-120-452 Reverse search by enhanced 9 1-1 (E911) public safety
answering point (PSAP) of ALI/DMS data base--Wien pernitted. (1) A public
safety answering point (PSAP) may nake a reverse search of information in the
automatic location identification (ALI/DMS) data base when, in the judgment
of the PSAP representative, an inmediate response to the location of the
caller or to the l|location of another telephone nunber reported by the caller
i's necessary because of an apparent energency.

(2) Absent a judicial order, reverse search nmust not be used for
crimnal or legal investigations or other nonenergency purposes.

PART X. ADOPTI ON BY REFERENCE

NEW SECTI ON

WAC 480-120-999 Adoption by reference. In this chapter, t he
conmi ssion adopts by reference all or portions of regulations and standards
identified below. They are available for inspection at the conm ssion branch
of the Washington state |I|ibrary. The publications, effective dates,
references within this chapter, and availability of the resources are as
fol |l ows:

(1) Anerican National Standards for Telecomrunications - "Network
Performance Paraneters for Dedicated Digital Services - Specifications" (ANS
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T1.510-1999) is published by the Anerican National Standards |Institute
(ANSI) .

(a) The commi ssion adopts the version in effect on Decenber 29, 1999.

(b) This publication is referenced in WAC 480-120-401

(c) The American National Standards for Telecomrunications "Network
Performance Parameters for Dedicated Digital Services - Specifications" is a
copyrighted docunent. Copies are available from the publisher and third-
party vendors.

(2) The Institute of Electrical And Electronic Engineers (I|EEE)
St andard Tel ephone Loop Performance Characteristics (ANSI/IEEE Std 820-1984)
is published by the ANSI and the | EEE

(a) The commi ssion adopts the version in effect on March 22, 1984, and
reaf firmed Septenber 16, 1992

(b) This publication is referenced in WAC 480-120-401

(c) The IEEE Standard Tel ephone Loop Performance Characteristics is a
copyri ghted docunent. Copi es are available fromthe publishers.

(3) The National Electrical Safety Code is published by the | EEE

(a) The comm ssion adopts the version in effect in 1997.

(b) This publication is referenced in WAC 480-120-402.

(c) The National Electrical Safety Code is a copyrighted document.
Copi es are available fromthe publishers and fromthird-party vendors.

(4) Title 47 Code of Federal Regulations, cited as 47 CFR, is published
by the United States Government Printing Ofice.

(a) The conm ssion adopts the version in effect on October 1, 1998.

(b) This publication is referenced in WAC 480-120-302 and 480-120- 322.

(c) Copies of Title 47 Code of Federal Regulations are available from
the Governnent Printing Office and fromthird-party vendors.

REPEALER
Tge foll owi ng sections of the Washi ngton Admi nistrative Code are
repeal e

WAC 480-120-029 Accounting requirenments for conpetitively
cl assified conpani es.

WAC 480-120-031 Accounti ng.

WAC 480-120- 032 Expenditures for political or |egislative
activities.

WAC 480-120- 033 Reporting requirenents for conpetitively
cl assified conpani es.

WAC 480-120-041 Avail ability of information

WAC 480- 120- 042 Directory service.

WAC 480- 120- 043 Notice to the public of tariff changes.

WAC 480- 120- 045 Local calling areas.

WAC 480- 120- 046 Service offered.

WAC 480-120- 051 Availability of service--Application for
and installation of service.

WAC 480- 120- 056 Est abl i shnent of credit.

WAC 480- 120-081 Di sconti nuance of service.

WAC 480- 120- 087 Tel ephone solicitation

WAC 480- 120-088 Aut omati c di al i ng-announci ng devi ces.

WAC 480- 120- 089 I nformati on delivery services.

WAC 480-120-101 Conpl ai nts and di sputes.

WAC 480-120- 106 Form of bills.

WAC 480-120-116 Refund for overcharge.
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480- 120- 126
480- 120- 131
480- 120- 136

480-120- 138
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480- 120- 141
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480- 120- 350

480- 120- 500

480- 120- 505
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480- 120-515
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480- 120- 525
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480- 120- 535
480- 120- 541
480- 120- 542

480- 120- 543
480- 120- 544
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Responsi bility for delinquent accounts.
Safety.

Reports of accidents.

Ret enti on and preservation of records and
reports.

Pay phone service providers (PSPs).
Changes in | ocal exchange and intrastate
toll services.

Operator service providers (OSPs).

911 Obligations of |ocal exchange
conpani es.

Reverse search by E-911 PSAP of ALI/DMS
dat a base--Wen permtted.

Tel econmuni cations service quality--
Ceneral requirenents.

Oper at or servi ces.

Busi ness of fices.

Net wor k performance standards applicable
to | ocal exchange conpani es.

Maj or outages and service interruptions.
Net wor k mai nt enance.

Emer gency servi ces.

Emer gency operation.

Service quality performance reports.
Access charges.

Col | ective consideration of Washington
intrastate rate, tariff, or service
proposal s.

Caller identification service.

Mandat ory cost changes for

t el ecommuni cati ons conpani es.
Severability.
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